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About this Guide

About this Guide

This is the Getting Started Guide for CC MIS (NTP 297-2671-175). This
guide should be used in conjunction with other NTPs issued in support of
CCMIS.

audienceand;seope

Thisguideisintended to be used by supervisorswho are new to the CC MIS
product. It provides these users with the basic steps and information needed
to gain quick access to all of the major functions available to a supervisor
terminal.

Thisguide isintended to provide a quick overview of the CC MIS Supervi-
sor’sinterface. For amore detailed explanation of CC MIS functions, refer
to the CC MIS Online Help.

This guide does not cover the System Administration functions which are
accessed using the Admin command. Information concerning the use of
these functions is presented in the CC MIS Online Help which is accessed
from any window in the CC MIS product.

nevwfeatnesine eased:

If you are upgrading from a prior release of CC MIS (for example 3.2 to
5.1), thefollowing list of features were added to the Supervisor Interfacein
CC MIS Release 4.0:

* Networked CC MI S Real-Time Statistics - Changes to load management and real-
time statistics and screens to alow for the consolidated viewing of data from all
partitionsin a CC MI S network. Thisenhancement also allows network supervisors
to perform the same load management functions as local supervisors. The Config-
uration Control screens display a Node field and the Insert windows allow for se-
lection of a node, then the insertion of groups on that node.

* Networked CC MIS Historical Statistics- Reporting capability has been enhanced
to allow the generation of reports that contain data from multiple CC MIS nodes.
This network enhancement is available to supervisors who are logged into a Net-
work Access Partition (NAP).
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« Windows completion - All remaining emulation mode windows have been convert-
ed to atrue Windows interface.

« Increased Capacities - The following capacities have been increased: ACD groups
to 512, Supplementary DNs to 8704, Number of Agents to 5000, and number of
agent IDsto 9999.

» Agent location by Login I D - Provides a Find command in the agent status display
to locate an agent or position in the display.

» Walkaway Code Treatment - A new field was added to the Walkaway Code Defi-
nition window that allows you to specify if a walkaway code is to be pegged and
reported as not ready or walkaway time.

e Multiple DN key support - CC MIS now correctly reports on positions with up to 2
simultaneous secondary DN calls active.

« Additional Shift and 24 hr statistics - Several new Shift and 24 hr statistics were
added to the CC MIS product. The following new statistics are for both Shift and
24hr:;

- MAX TOF DELAY
- MAX ANSDELAY
- MAX ABD DELAY
- TOT TOF DELAY

« Enhanced Wallboard support - The wallboard interface has been enhanced to sup-
port multi-line messages, multi-color characters, and visual and audible alarms.
These enhancements can be used on the new Spectrum Wallboards. Three wall-
board model s supported in Release 4.0 are: Nortel (Spectrum), Daktronics, and ge-
neric.

» Walkaway Statistics by agent - The walkaway statistic has been enhanced to allow
storage of walkaway statistics by agent or by ACD group. This enhancement also
affects Walkaway reporting by allowing you to specify an agent or agent(s) to be
included in the Walkaway report.

* Report Services - The Reporting featurein CC M1 S has been enhanced to allow tab-
ular reports to be sent to electronic mail addresses, or faxed. These enhanced op-
tions are in addition to printing to afile, or directing the report to a printer. (Note:

The e-mail and fax capabilities require Microsoft Exchange™ .) A Report Status
L ogs window was added to allow you to view the status all requested reports.

« Printing of Graphic Reports - Graphic reports can only be printed to PC-attached
printers.

« Configurable I ntervals- Flexibleintervals can be defined in the Maintenance I nter-
faceinintervalsof 5, 10, 15, 30, and 60 minutes or turned off. Interval settings can
be viewed in the Supervisor Interface from the Reports menu on the Report Param-
eters window.

* Color Customization - On systems that support more than 256 colors, the Color
Maps in the Color Selection dialogs for both printers and displays will allow cus-
tomization of the colors. The Color dialog is accessed by clicking on the Customize
button that will be displayed on the Color Selection window.

The following interface has been removed in Release 4.0:

* Text Interface - The Text interface is no longer supported.

Page xii
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Key features added in Release 4

Below are some key features found in the Supervisor’s Interface that were
added in Release 4.0 and are present in CC MIS Release 5.0.

Locating an Agent or Position

Starting in Release 4, you can locate and agent or position using the View /
Find command on from the Agent Status window. The Find Agent-Position
dialog is shown below.

Find Agent-Position [ ]
Cancel |
* Agent D
= Position ID Helg |
—Results
Fasitian Subgroup ACD Group

Tracking of Dual DN keys

The status of two DN keys can be viewed. Thisoption is activated using the
Preferences/Dual DN Status option. When activated, a second timer for the
second DN is displayed.

ACD GROUP STATUS DURATION

Customer Service | 1178 AITING 01:39 111421 PM

ACDH ] ! 0208/ 11:1421 PM

Report Status/ Cancelling Pending Reports

After areport isrequested, the status of the report can be viewed or the pend-
ing report cancelled using the Report status logs window. This window is
accessed from the Reports menu on the CC MIS Main window.

%iReport Status Logs - 0] ]
File Select View Help
D7 b [T 2

Fequest Time Status |T pe | Feport Name | Desting... |
0324787 T5736 AW Complete Frint Jiulie_walk Degkle.
03/24/97 34953AM  Complete  Print Preview Report DeskJe.
03/24/97 33543 AM Complete Frint  Preview Report DeskJe...
03/21/97 71537 PM Genergting  Print TABULAR FORMAT DATABASE REPORT HP Las...
032197 71522 P Complete  Print INTERVAL CONFIGURATION DATABASE REPORT HP Las.
03/21/97 34226PM  Complete  Print  ACD Group by Line of Business Code Report DeskJe.
03/21/97 33220P  Complete  Print  INTERVAL CONFIGURATION DATABASE REFORT HP Las.
03/21/97 32748 P Complete  Print  INTERVAL CONFIGURATION DATABASE REPORT HP Las...
|L0gs: g |Se|eded: 1 i
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Interval Configuration

Intervals for each hour of the day are configured in the Maintenance Inter-
face. Theintervals used by your partition can be viewed while in the Report
Parameters Definition window by selecting the Reports / Intervals com-
mand. The Interval Configuration dialog is displayed. Intervals that are al-
lowed in Release 4.0 are: 5, 10, 15, 30, and 60 minutes.

Interval Configuration
0:00- 30 12:00- 30
1:00- 30 13:00- 30
2:00- 30 14:00- 30
3:00- 30 15:00- 30
4:00- 30 16:00- 30
5:00- 30 17:00- 30
B:00- 30 18:00- 30
#:00- 30 1%:00- 30
8:00- 30 20:00- 30
3:.00- 30 21:00- 30

10:00- 30 22:00- 30
11:00- 30 23:00- 30

PC-Attached Wallboards

Wallboards can now be attached to the Supervisor’'s PC. Wallboards sup-
ported in Release 4 include: Nortel, Daktronics, and generic.

Note: Only Nortel wallboards can be connected as PC-attached wallboards.

Usethe Session/ Setup / Wallboards command to access the Wallboard Set-
up window.

Wallboard Setup HE|

Fort |Wal|b0ards I

Selectthe port on this computer to which the wallboardis) are

0K, | Cancel Help
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newfeaturnesinme eases0

Thefollowing changes and enhancements were added to CC MISin Release
5.0. (Re-enqueue features require BCA43).

« Enhanced handling of ACD Re-Enqueued Calls adding the following new statistics
to the formulaslist in the Report Formula Definition window. These will appear in
the appropriate statistics group formulas list:

- Abd After RENQ

- Num RENQ Routed

- RENQ ViaForce Out
- RENQ ViaNot Ready

2% Report Formulas H[=1 3
File Edit Statistics Help
D& x| % |E=&] - | [Destination ACD-GRP Statisics ~| %
Tite |
Graph Title |
_ — _ : Divide by Zero Treatment
Column Title Default Display Format INumenc 'l & Divide by One
bdimirmum Width |3 vl " Force To Zero
Calculation
Operators  Statistics
+ _ A, Cl fAbd Category 4 Abd Category 9 Ang Category 10 A
b Categorny 1 Abd Category 5 ACD Talk Time Ans Category 2 A
& £ labd Categorny 10 Abd Category b Active Time Ang Category 3 A
MIN | hase b Categorny 2 Abd Categorny 7 All Posns Busy Time Ans Category 4 A
labhd Categorny 3 Abd Category 8 Ans Categony 1 Ans Categony b A
T o

* RENQ fields were added to the Configuration Control - Special Routing window
and to the Configuration Control - Change Orders/ Specia Routing window. These
fields are described below:

- Re-Enqueue Time - The maximum amount of time in seconds a re-enqueued call
remains queued before being re-routed to the re-enqueue route (Range: 0 -1800).

- Re-Enqueue Route - This is the re-enqueue route that consists of table (Values:
"OFRT", "IBNRTE") and index (Range: O - 1023).

- Re-Enqueue Audio Table - Audio group used to provide re-enqueue announcement
to callers prior to re-routing the call to the re-enqueue route (Range: 1 - 512).
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e The Num ACD Hold Acts statistic was added to the Report Formula Definition win-
dow and is displayed in the formulas list under the appropriate statistics group.

« Access to additional OFRT tables (OFR2, OFR3, and OFR4) using the Config/
View/OFRT Tables sub-menu.

Session Displays Beports EesliislM Profile  Admin Help
Connection Status Eositions... Config Status
Groups »
ﬁ ACD-DNs... Mone
Metwarking...
08:13:11
| Change Orders...

Audio Table...

OFRT Tahles OFRT
|BMRTE Tahles + OFFRZ
Audio Lists... gigi
Boute Lists... -

Transaction Log...
Execution Queue...

» Access to additional IBNRTE tables (IBNRT2, IBNRT3, and IBNRT4) using the
Config/View/IBNRTE Tables sub-menu.

session  Displays Beports Gl Frofile  Admin Help

Connection Status Positions... Config Status
Groups 4
ACD-DNs.. Hone
Metworking...
08:14:06
| Change Orders...
Audio Table...
QFRT Takles 4
|IBNRTE Tahles IBNRTE
Audio Lists.. :EE§$§
Boute Lists... =
IBMRTA

Transaction Log...
Execution Queue...

* The capability of changing route entries to the new tables was added to the Groups/
Time Overflow, Groups/Overflow Targets, and Groups/Special Routing windows
in Configuration Control.

« Entriesfor thenew IBNRTE and OFRT tables can beincluded in the System Report/
Configuration Report.

« Addition of the DHPC function which alows CC MIS to be connected to a LAN
without the requirement of entering an IP Address. This feature makes use of the
Session / Setup / Communi cations command. This screen allows you to define sev-
eral connection profiles and allows you to start a new session of CC MIS with the
profile of your choice. (Multiple sessions connected to different partitions are per-
mitted). When defining a profile, the connection type is selected, the Host IP ad-
dressis specified, and the partition name and password are entered.
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CC WIS Communications Setup Ei
Prafile Name |ays | Hew | Delete |

CC MISalowsLAN connections Connection Type (IAEEY T
to the specified host and partition
without the IP address of the Hostname dddress |4T-".EI.1 E.1E1 j
Supervisor's machine being Partition ISteve
defined.
Passward I“"’“‘" ¥ Save Password
Specify the type of connection, /
then the associated fields
displayed for the connection

selected. ok I Cancel | Apply | Help |

CC MIS Communications Setup |

Prafile Name [Jays ] Hew | Eelet8| | Available
connections can

/ be selected from

Connection Tepe [ LAM ta Partition j the drop-down

LA to Host menu
LA o Parbibion
Partition | Serial

Seral - Pogt Dial Window
Passward |Serial - Urix Login

Hoztnamedddress

(] I Cancel Apply Help

» CC MIS Main window was enhanced to display defined clients.

55 CC MI5 - Training 2 - jayr
Seszzion Displays Beports Config  Profile Admin Help

Connection Status Report Status Config Status

111146aM [ A =0
Defined Clients

Mone
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« Agent Trace option was added to the Admin / Agent Definition screen.

"l'T;;I Auipent Doel i on =] I
Fie Edi Opson: Help

x| @l wiole|s| e wfF 2]
aigert 10 [7500
Aigent Mame [Monica Zcbaik
Emplapes | |
Comment [Dept 5379

4PR Subgrous [FT0 <] Enaied [iie =]

/ Agent Tiace TSN =]
Agent Tracefield 10| Ager Mame [ Emgioyes 10 |

1000 M iorics Zobiist
10m Tong Lopes
TOLE Jest b i
naz dirpiin ot ;I

Ao 1004355 | Selected 1

L1+

« Client Management was added to the Admin menu.

EHCC WIS - Training 2 - jayr

Sezzion Dizplays Heportz  Config  Profile Help

H Connection Status Fieport Statuz Brivilege Levels...
| | Scopes,..
E—ﬁ_l Supervizars...
L, O] x|

Default Calars....

EHCherl Mansgeuer

fle lew Hep e e | Time Frames b

ﬂ ﬂ ﬂ Threzholds. ..
- ) ACD Groups...

| Cherd [l et | Leot et | Selecting the

et (E/T50 G Py - ACD-DMz...

prjr e Client Management

warehaie TR T A . .ﬂ.gentﬁ...

‘Wz 2000 BN TR P dls_playsthe =

S Sory 4 Hore TG TR Al Client Management Walkaway Codes...

Suders Pt &0 1B screen. Line-Of-Buzinezs Codes...
Im'icks BTN 1[5 Pl S chedul

el Femobe (RN 105 P =,

CrvepE DEEIAM 11 2 Lists...

vl o [ o ETAD 1 LN EL-IﬂDITIE[ Dpti-:un&..
Clerir o Galaring al Client Management. ..

Language Options. ..
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 Enhancements were madeto the CC MIS Client Servicestab window (Session / Set-
up/ Client Services). Selecting the clients under the Services tab causesthe clients
to be displayed on the CC MIS Main window.

CC WIS Client Services Setup
Bl Test | Graphics I ' allboards
53 Services | IE Filing I @ Frinter

These zettingz configure wariousz client zervices into the CC MIS spstem.

Select the client services pou wizh to allow:

[T iCC MIS can save text reports as fles on this computer

[T CC MIS can print reports from this computer
[ CC WIS can E-mail and/ar Fax reports from this computer
[T CC MIS can send meszages to wallboards connected to this computer

Frovide the name by which CC MIS should refer to thiz computer:

Ok, I Cancel I Help I

» Wallboard "Quick Messages" can how be sent from the Wallboard M essage Defini-
tion and Wallboard Run Table windows.

j & allbond Meccagn Daliralizn

Fla [t Hel
0 |ﬂ|ﬂ|}f_| | |E'| : | ﬂ %H wallboard Run Table B [=1
Tegt File Options  Help

x| #]e| 2|

(Ve # = * [Diagnoshc - Host Enarg]
Quick Meszage ITime: T j

(] -:1:-||:| '!2'||:| -:3\-||:| r-l:-l[ MUNIYES vl
F parpesdy |ﬂlh-“:l
|_Z| "w'allboard | Eurr\enl Display | fd ulti-bioard |

Stewve 208 [SNagnostic - Host Erors) Yes

Wallboard Resst/Clear Yes
T | SRR | ]
I_
| | |Walll:uoaru:|s: 2|Selecled: 1 | 7

Id-rim-:- 'r| Ehhm

Diplay [hers:

ek Miastag
ALD Giroup Prbon Presanistion Hode Lipeisl= Fists . .
(14 Grouge wifra =] o] [0 beosl Quick Message fields
SordlQuick Mrrsagn . | D ik Wiseages. |
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newfeaturnesinmne easesxH:

The following changes and enhancements were added to the CC M1 S Super-
visor Interface in Release 5.1.

» A new Subgroup Detail screen was added to Agent Status. This screen is displayed
from the Agent Status screen.

779 Subgroup Detail - 0015 (]

STATUS POSITIONS |STATUS POSITIONS
ACD
ACD HOLD

WAITING
SPARE

Total

* A new search feature was added that allows the finding of an agent by name or ID.
(A complete name must be used.) Thisfeature isimplemented on the Find dial og.

» The Wallboard Run Table was modified. The new screen is shown below.

/ZWallboard Run Table A=
Filee Options  Help

<[s] 3]

I =22 5| Stats £

Quick Message I[Nnne] j

Wiallhozrd | Currert Display |
Sales 2 L00 Call Stats 2

IF to scraper SR8 (ResetiClear)

Steve S22 (ResetiClear]

¥Wa5_WWE Lo (Disgnostic - Wentification)

LIP D00 Call Stats

Wallboards: 5 Selected: 1] 4

» A Drag and Drop load management was added to Agent Status. This allows you to
quickly reposition agentsto different subgroupsin the Navigator pane. Thisfeature
ison the Agent Status screen. (Note: Must have Position Reassignment privileges
to use thisfeature.)

* A new feature was added that allows reports to span across midnight (for both inter-
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val and shift). This option is entered using the Shift Definition screen.

» A DN masking option was added to allow masking of DN in Real-time and reports.
Thisisentered in the Customer Options screen.

» An Agent List feature was added to allow supervisors to create lists of Agents for
usein Reports. This feature is entered on the List Definition screen.

» The Navigator Pane was added to the Agent Status screen. The new Agent Status
screen with the Navigator Pane is shown below.

] Agent St - Glzbal
Ble pew [emars: e Hep

im@ie) slafe v- i 5] 3] CIC 3

+ Group 11 ACD GROUF  POSH 5T AGERT HAME POSM STATLFE AGERT HAME L]
- Groap 13 Gagup 11 [ Taney Lilke 1108 Sl 1]
T e 13
H- e 14
4 Group 15
v g 18 Gagup 12
- e 1T
4 Group 1B
+ g 19
H- Gaoagp 21
Dagup 13 !
i ] 1||||
L == 1017
R 1]
Gazup 14
Gacup 15

L papn 180 Fusfenrs
Navigator Pane

» An enhancement was made to the Agent screens that allows the supervisor to Hide
Spare positions - (that is, choose whether or not spare positions are displayed). This
option is selected from the Agent Status screen.
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« LAN wallboard support was added to allow the use of wallboard connected to the
LAN (no termina server required). The supervisor privilege level must include
both the Wallboards and the Client Management privilege options. The feature is
implemented on the Wallboard Management screen that is displayed when the

Wallboard Management option is selected from the Displays menu onthe CC MIS
Main window.

*5HWallboard Management

File Edit Help
e =i e |
Current W allboards —Wwallboard Configuration —
o Host Attached Wallboards P Address
: LA Attached W allboards: I
i PC Attached 'wallboards Type
|N orkel Metwork:s
Mame
Address
[ Multi-board

Check if more than one
wallboard iz configured

— Configured Wallboard Chaing——————— to respond to this
Maximum  Host LAM PC
5 [ o [ o [ 0 add | Db |
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Windows Basics

| ntr oduction

Thischapter providesinformation on using the mouse, windows, and menus
when running the CC MIS windows interface.

How to begin

If you are new to using the Windows interface, you need to
become familiar with this environment. Y ou should
proceed through each section in this chapter. Y ou should
also complete the Windows tutorial which is accessed
from the Help menu on the Start button in Windows 95/98.

If you have used the Windows interface and are already famil-
iar with pulldown menus and mouse operations, you can skip
this chapter.

In Windows, command options are selected from pulldown
menus. Screens can be sized and multiple screens can be dis-
played at the same time. A mouse can be used (instead of the
keyboard) to select fields and menu items.

The topics mentioned above are discussed in the following
paragraphs.

Using the mouse

The mouse is a tool that is used to select menu options and fields on the
screen. In essence, the mouse allows you to ssmply point and click to make
a selection. The mouse illustrated in the figure below is a three button
mouse.

The names of the buttons are: left, middle, and right. The mouse button des-
ignations are: left = MB1, middle = MB2, and right = MB3. Most of the
stepsin this guide refer to the mouse designations (for example, click MB1
onthe...).
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Three button mouse

left middle right

. .
_ _ B

MB1 MB2 MB3

Two Button Mouse: Button designations on a two button mouse are: Left (MB1)

and Right (MB2).

Key terms

Procedures in this guide are presented in the form of steps. Within these
stepsyou may be instructed to double-click MB1 or pressMB1 and drag the
mouse.

When using a mouse you will need to know the terms listed below:
Pressing - Pushing and holding down a mouse button

Clicking - Quickly pressing and releasing the mouse button

Dragging - Pressing a mouse button while moving the mouse

Moving - Moving the mouse without pressing a button

Releasing - Letting go of the mouse button

Double-Clicking - Quickly pressing and releasing the mouse button twice

A Windows term you need to know is:

Focus - The area or window on the display that is active to input

M ouse cur sor

The mouse has a cursor (pointer) that indicates its position on the screen. This
mouse cursor is displayed in the shape of an arrow (for example, ). When
the mouse is moved, the mouse cursor moves in the same direction across the
screen.

Page 1-2
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Steps Selecting a field with the mouse

To select afield using the mouse:

1. Move the mouse cursor to the field to be
selected.

2. With the cursor position over the desired field,
click MB1.

3. The cursor is now located within the selected
field.

Screen layout and components

Screensin the Windows interface may contain atitle bar, menu bar, window
menu button, help button, maximize and minimize buttons, and workspace.
A typical CC MIS screen layout and components are shown below.

Windows Control Menu button Window Title Bar Mli)ni mize Mag&%ﬁe
utton

A Queue Statistics - Glubal
File “iew Preferences Monitor Help

AUG EST —— OUERFLOW ——

AUG ACD AGTS SRUC CALL CALL  CALL IN IN OuF

ACD GROUP DLY TIME RGD LUL% ABDN  ANS  WAIT ANS  WAIT ouT
555-801-0000

Menu Bar
with File, Edit,
Preferences, View, and
Help menu buttons

Screen layout

Workspace Exit button

Description of components

Thefollowing descriptions refer to the componentsidentified in Figure 1-2.

Title Bar - Contains the title of the window. Click MBL1 in this area of
the screen to bring this window to the front (move in focus).

MenuBar -  Contains the menu buttons (names) for this window. Click
MB1 on a menu button to view the associated pulldown
menu and options. (Note: Not all screens have menus.)
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Help - Click MB1 on the Help menu button to view Help
information.

Window menu - This menu is used to effect the screen properties (such as

size) and for moving the screen. Thismenu isalso known as
the Control menu.

Minimize-  Click on this button to iconify the window.
Maximize-  Click on this button to increase the size of the screen
to fill the entire display area.

Workspace- The areawhere the datais displayed and inputs are made.

Using scroll bars

Scroll bars allow you to view data that may be hidden due to the limitations
of ascreen size. This happenswhen the contents of the screen arelarger than
the screen itself. When this occurs, scroll bars appear on the display to allow
you to gain access to the hidden information.

By pressing MB1 on the arrow on top of the scroll bar, the contents of the
screen move downward until the first line or portion of the screen is dis-

played. (Clicking, instead of pressing, the mouse causes the information to
move one step.)

Pressing MB1 on the bottom arrow causes the data in the Workspace of the
screen to move upwards, revealing hidden data.

The components of a scroll bar are shown in below.

Vertical Scroll

/ )
|-<@—— Up Scroll Arrow:

Movesthe
data down

to display the
Scroll bars first line
Slider:

indicates
current
position

(also known
as the Thumb)

* Down Scroll Arrow:
|E: / bt Movesthe
Horizontal Scroll Bar

data upwards
to display the
last line

[
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Viewing pulldown menus

Commands and options are selected from pulldown menus. These menus
are displayed by clicking MB1 on the associated menu button.

Selection from menu bar

The menu bar contains menu titles. When present, the selection of a menu
title causes an associated pulldown menu to appear. The pulldown menu
contains commands and available options.

The menu bar, menu titles, and pulldown menu are shown below.

Click MB1 on #JAgent Status - Subgroup 1100
the menu — pp  File View mm Maonitar  Help

title in the menu

Eaont... @EI il

- b
Viewing pulldown o Colars...
menus Consumer ;
The pulldi & Haorizontal
meﬁlﬁ’lils d?svgrayed — Yertical
v Ctates
¥ Durations
¥ Hold Times
¥ Login
Mames
¥ Dual DM Status
Save
Selection from within screen (wor kspace menu button)
Some of the Configuration Control windowsin CC MIS have menu buttons
located within the workspace of the screen. Selecting the menu title results
in an associated pulldown menu being displayed. This type of pulldown
usually contains valid entries or ranges for a particular field.
The workspace menu button and pulldown menu are shown below.
&l Configuration Control - Change Orders
File Edit Preferences “iew Help
U =@ =] S0l <] [ 2]
Viewi ng Workspa(;e Change Order Marme Configuration Araa
pulldown menus I Pasitions j ~@§——Click MB1on
— the Menu
[JFositions button
This is a read only key field; key = Position ID. If any pDUgent Set E are\?@fi Highlight an
they are selectahle from the menu accessed via the !'Ing IRIERE 3 main "Ed™ option on the
[ITime Crerflow menu

[JOwverflow Targets
[JAnnouncements
[]5pecial Routing
[IMetwork Params
[JACD-DNs
[IMetwork Targets

Subgroup
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Cascade menus

Some menu items have an right arrow next to the option name. This indi-
cates that selection of this option will result in a second (cascade) menu be-
ing displayed. An example of a cascade menu is shown below.

ENCE MIS - Trainang 2 - jaw
Session  [Displays  Fepots [JUGERY Peofis  Admin  Help
Conrachion S latus Bt Comleg Shalus

Gnougs L
AC0-DNs... Mo
Pmtepmsking ..

Tz PH| G BE

Cascade menus Dhange Ordes._

[

DFRT Tabia: 5
[ENATE Tables

A Lty
[Bipote Lisls.
Transachion Log..
[Ewmoution [usss,

Keyboard accelerators

Some menu items have accelerators next to the option name. Accelerators
are key sequences that can be entered from the keyboard to execute that op-
tion or command. In CC MIS, most keyboard accelerators are the underlined
letters (for example, on the Admin button, the accelerator isA).

Pressing the Alt key on your keyboard
and the A key displaysthe Admin drop
down menu.

Dialog box

Some menu items have three periods next to the option name. Thisindicates
that selection of this option will result in a dialog box or secondary screen
being displayed. Dialog boxes are used to provide the additional informa-
tion to the user and require a response in the form of clicking on an OK or
Cancel button. Some dialog boxes request the user to input additional infor-
mation or to select an item.

Tool Bar

A tool bar appears on some of the screensin CC MIS. Theiconsin the tool
bar serve as short cuts to access menu functions. Typical icons are:

.| DlslElx| /| |e[o] 2]
el LT LML

Button functions are displayed New Save
by placing the cursor on the File File Copy Undo
button. Open Delete

[l A
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Online Help Screens

| ntroduction
Help is available from any window within the CC MIS. The help system
providesinformation about using the CC MIS product and its screensto per-
form functions.

Accessing the help function

The steps listed below explain how to enter the Help function.

StepS How to enter the Help function

1. On the CC MIS Main window, select Help / Help
Topics.

2. Theindex window for the Help function appears.

Help options

There are three options. Help Topics, Window, and Using Help. Thefigure
below shows the Help menu selected on the CC MIS Main menu.

35 CC MIS - Training 2 - jayr I |
Sezzion Dizplays Beportz Config  Profile  Admin

Connection Status Report Status Help Topics
Help menu Wfindow
I I Uzing Help

354:39 M| G =T |

The three help options are described below.
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Help
index
screen

Help

window

Help Topics

Selection of the Help Topics option causes the screen in the figure below to
appear.Thiswindow contains alisting of all of the Help topics available for
CC MIS. Help topics are nested. Double-click on one of the options and ad-
ditional topics related to the one selected are listed under that topic. Select
a sub-topic and a help screen appears containing information on that topic.

Help Topics: CC MIS Help [z1x]

Contents |index | Find |

Click a book. and then click Open. Or click another tab. such as Index.

Sdecta — | o = i
tOplC L Reporting
Configuration Control
L Supervisor Options
L 3 Systemn Administration

Help Topics: CC MIS Help EHE

Contents | index | Find |

Click atopic. and then click Display. Or click another tab, such as Index.

Addl ti Onal CC MIS Host Printing Owerview
Sub—tOpICS p [ Emulation-Mode windows

I Screen Element Definitions
ae d|Sp| ayed Session Manager
Starting CC MIS Automadically

@ g OO
& Reporting File Edit Bookmark Options Help
&Iect a : Configuration Cantral
i Supervisor Options i &
F]Oelp;:)cga:?g]e L2 Systerm Administration Communications setup

is displayed

Qontentsl Index | Back | Frint | <<

The Communications Setup dialog bo
to be used to connect to the CC MIS sy
and locakarea-network (LAN) interface

Window

Sel ecting the Window option from the Help menu causes a screen to appear
containing information specific to the window currently displayed on your
terminal. An example of this screen is shown below.

& CC MIS Help M= B3
File Edit Bookmark Options Help

Qcmtemsl Index | Back | Erint | << | > |
The Session Manager

The Session Manager window 15 the first window created when the CC MIS
application is started. This is the base window for launching all CC MIS functions.
This window also provides a set of three graphical status indicators, a time-of-day
clock and a message area for error messages

The status indicators in this window display connection status, preview report
status, and Configuration Control status.

The time-of-day clock is located in the lower left corner of the window and displays
the current CC MIS system time, which is not necessarily the same as the PC
time. The time does not display when the link to the CC MIS system is down.

Related Topics
Session Status lcons
Session Manager Menu
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Using Help

Selecting the Using Help option from the Help menu causes a screen to ap-
pear containing information concerning the procedures specific to the func-
tion that is opened. An example of this screen is shown below.

Help Topics: Windows Help [2]=]

Contents |index | Find |

Click a topic, and then click Display. Or click another tab. such as Index.

[V Using Help
Finding atopicin Help
Getling information in a dialog box
[ Caopying information from & Help topic
Frinting a Help topic
“iewing a list of topics you've seen

Us ng [V Using the Find tak
Help 2] Searching far words in a Help file
screen [?] searching for phrases in a Help file

[ Selecting a Help file to search
Marking topics relevantta a search
Finding similar topics

L 2 Custarmizing Help

Close I Erint... | Cancel |

This screen provides accessto information on how to use the Windows help
function. It also allows for the customization of the help screens.
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Logging into CC MIS

I ntroduction
This chapter provides information on logging in and out of CC MIS.

A key stepinlearning to use CC MISislearning how tologin and log out of
the supervisor terminal.

Loggingin

Supervisorswith profiles established in CC MIS canlog in to any supervisor
position. Only one session per supervisor ID can run at atime. If you are
logged into one position and you try to log in at a different position, you
must either override your original login, causing the CC MIS system to log
you out of the original session; or cancel your login attempt and return to the
position at which you are already logged in. The steps below guide you
through the login onto the CC MIS terminal.

StepS Logginginto CC MIS

Starting from your desktop or program group,

1. Double-click on the CC MISicon.

Thisisasampleicon.

T oo ororeon 2. Then, from the CC MIS Main window, click on
b . .

3@?2%2??05 this Session and select L ogin.

sample.

3. The Login window appears.

4. Enter your supervisor ID [and password if
required].

5. Identify your preferences, then click on the
OK button.

The steps are explained in detall in the paragraphs that follow.
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CC MISMain
window

Selecting the Login option

from Session pulldown

Double-click on the CC MISicon

After MS Windows s running on your PC, awindow containing the

CC MISicon should be on your display. Thefirst step to logging inis

to double-click MB1 on the CC MISicon. The CC MIS Main window is
displayed along with the Communications Setup window. If all settings are
correct, click OK. The Communications Setup window disappears and the
CC MIS Main window is displayed.

ﬁmcum-nmz-tmim HIE
| o

CC MIS Commurscations Sebup

Pactile Hame R =] u-w|J::-u|

_2 Connechion Type [L.l'l]‘-l I Faisbon 3
Hosranetddess [47.0 16,181 =
Pabbion |Siewe

Pagsvord | FF Save Padiwoid

I = R

Click on Session and select L ogin option

After the CC MIS Main window appears, click on the Session menu button
and select the Login option. The Session pulldown menu is shown below.

Setup *

About CCMIS..

Enter supervisor 1D and password (asrequired)

The CC MIS Login screen is displayed. Enter the supervisor ID (and pass-
word if required). Click on the OK button.

Note: The last supervisor ID entered is kept after logging out of CC MIS.
Therefore, if you are logging back into aterminal you had logged into pre-
vioudly (and you do not have a password) you can press the Return key. If
apassword isrequired, press the Tab key to tab to the Password field.
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CC MIS Login [ %]
Lagin ID Password 0K
I Preferences allowsyou
Cancel to select the settings
S > 109" o (Profcsand colersy
screen " Systemn defaults P '
= Personal settings
" Cther supervisor > I
CC MISMain window isdisplayed
The CC MIS Main window is displayed after successful login.
'.‘:'..,'II:I: HIS - Traiming 2 - g
CC MISMain Sewsion [eplys Bepons Config Profle fomn Helo
window

Connarton Shans Fepo S Ciwlng Shanss
- @ III:.H

MAeaM  |dled BT

Note: The connection icon on the CC MIS Main menu has adlightly differ-
ent appearance when the Networking feature is enabled and you log into a
Network Access Partition (NAP).

Connection Status
icon - NAP

Connection Status

HE

version mismaich has been

‘computer, This could cause certein features o capabiliies
fall

Windows Host
Software Version 320RTMI7 4001539
Pratocol Version 2213713 830831

Download and installthe matching version from

Downlosd
ksl | Lot he

download may fail

7] Exitthe application and upgrade the software:
using the installaion disk.

Download New version
The Download dialog is displayed to provide an automatic upgrade process
for your PC. Thisdialog is displayed when the CC MI S system has been up-

graded on the Host and the version your running doesn’t match the Host ver-
sion. Click on the Download button to start the upgrade process then reply

to the prompts.

If desired, you can select another Host to which you are authorized connect
or Exit without performing the upgrade.
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L ogging out

To logout from your session, use the steps listed below.

Steps L ogging out of CC MIS

1. Return to the main window.
2. Select Session / Logout.

3. The CC MIS session is ended.

When the system goes down

If CC MISgoesdown, your session terminates. In thisinstance, the Connec-
tion Statusicon border goes from green (operational) to red (non-operation-
a), and the message, Host Process Terminated, displays.

When the system comes back up, the Connection Status icon goes from red
to green. However, the message, Host Process Terminated, continuesto dis-

play. The message explains the need to log in to supervisors who may have
been away from their terminal when the system went down.

Exiting CC MIS

To exit CC MIS, use the steps listed below.
Steps Exiting CC MIS

From the CC MIS Main window.

1. Select Session / Exit.

2. The CC MIS window disappears.
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Defining communications (Terminal Setup screen)

The communication parameters are defined at installation. If you need to re-
define these parameters you can do so by accessing the Terminal Setup
screen. Y ou access the Terminal Setup screen using the steps below to ac-
cess the terminal setup screen.

teps Accessing communication parameters

1. Return to the CC MIS Main window.

2. Click on Session and select Setup/
Communications

3. The Communi cations Parameters window appears.

RICE MIS - Trainireg 2 - Logged Dut

[0 ] oot | o | b |

Refer to the CC MIS Online Help for communication field descrip-
tions.

4. Enter changes.

5. Click on the OK button.
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Defining a PC-attached wallboard
Use the steps below to attach a wallboard to a supervisor PC.

teps Accessing wallboard configuration

1. Return to the CC MIS Main window.
2. Click on Session and select Setup/Client Services

3. Select the Wallboards tab.

LL M5 Lhent Services Sebup
BiGeesr | HWFe | G Pne |
Tt | T Graphics T wabosd:
Bt o whech wralbomds sss connecied
| EE— -]
Walkboards conrected b hiz port:
Adderr | Mame | Multeboad
02 ' o] R
[ ok ]| coeel | Hen |

4. Enter configuration information in the Port tab. Click
on the OK button after port selection is made.

5. Click on the Wallboards tab to Add, Delete, or
Rename a PC-attached wallboard. Click Ok to
apply new configuraiton or Cancel to exit without
saving the selection.
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Logging into CC MIS

Report Services (Printer, Fax and Filing Setup)

Printers, faxes, and filing destinations can be defined using the Report Ser-
vices Setup screen. Y ou access the Printer Setup screen using the steps be-
low. Depending on your Windows configuration, the setup screen can be

comprised of up to six tabs.

tepS Accessing report services setup

1. Return to the CC MIS Main window.
2. Click on Session and select Setup/Client Services

3. The Setup window appears.

CC MIS Client Services Setup
@ Text I Graphicz I [ wWallboards
B Services I = Filing I @ Frirter

Theze zettings configure warious client zervices into the CC MIS sypstemn.

Select the client zervices you wish to allow:
[~ CC MIS can zave text reports as files on this computes
[T CC WIS can print reports from this computer
[T CC MIS can E-mail and/or Fax reports from this computer
[T CC KIS can send messages to wallboards connected to this computer

Provide the name by which CC MIS should refer ta this computer:

(0] I Cancel | Help

Refer to the CC MIS Online Help for tab field descriptions.

4. Select tab and enter desired settings.

5. Click on the OK button.

CC MIS Getting Started Guide (297-2671-175)
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Services Tab

The services tab allows you to specify the services that will be allowed for
the PC.

If Microsoft Exchange™ is available on your PC, Y ou can use the E-Mail/
Fax tab to send reports using e-mail or fax to one or more recipients.

Note: Y ou cannot e-mail or fax graphical reports.

CC MIS Chent Services Setup EHE
@ Tenut I Graphics I [ wallboards
54 Services | [ Filing I Iﬁ Prititer

These settings configure warious client services into the CC MIS system.

Select the client services pou wizh to allow:

[~ iCC MIS can save text reports az fles on this computer
[~ CC WIS can print reparts from this compter
[T CC MIS can E-mail and/or Fax reparts from this computer

[~ CC MIS can send messages to wallboards connected to this computer

Frovide the name by which CC MIS should refer ta this computer:

Ok I Cancel Help

Filing Tab

The Filing tab alows you to specify the default folder, file name, and and
the file type for the reports that are to be saved asfiles on the PC.

CC MIS Chent Services Setup |
@ Text | Graphics I wallboards
@ Semvices & Filing | lﬁ Printer

Theze zettings allow pou to specify the default folder, file name, and file type
for reports zaved on this computer az files,

— Default File Information
(s T | T DO S S TE P

Hame Ilepolt

Tupe [t Browse... |

— Automatic Murmbering

Tranzlates "#HH" found in the file name or type into a 3 digit number
which iz incremented for each auto-numbered file created.

I~ Enable &utomatic File Mumbering

0. I Cancel Help
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Logging into CC MIS

Printer Tab

The Printer tab allowsyou to select the printersthat are used to print reports.
Y ou can aso specify the "Print to File" option to create a printer file. For
example, if you are using a postscript printer, this option will create a post-
script file.)

CC MIS Client Services Setup EHE
Bl Text I Graphics I = wallboards |
@ Services I = Filing ﬁ Prirter

Theze zettings allow you to zelect the printer to uze when printing CC k15
reports. v'ou can also choose bo print to a file using the selected printer driver.

Select the printer to which CC MIS reports will be zent:
|HP Laseret 451745 PS on FILE: =

¥ | Erinit taafile

Provide the file name and type [extenzion] below or leave blank
to use the defaults defined an the "Filing”* tab:

¥ ze batiner pages

Cancel | Help |

Text Tab
The Text tab allows you to specify the format setting for tabular reports.

CC MIS5 Client Services Setup |

5 Services I & Fiing I Iﬁ Priiter
Bl Tex | Giraphics I [ “walboards

— Marrowe Report Properties [B0 characters ar lezz]

Fant

[T Landscape

2 Courier

—wiide FReport Properties [more than 80 characters]

Faont

IE Courier j [T Landscape

OE. I Cancel Help
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Graphics Tab

The Graphics tab allows you to specify the format setting for graphical re-
ports. (In Release 4, graphical reports must be printed to PC-attached print-
ers)

CC MI5 Client Services Setup EE
@ Services | H Filing I Cﬁ Frirter
@ Text Graphics | [ walboards

— Text Properties

Fant Size

[EEEER | - -] I e

— Chart Optionz

[ Landscape
¥ Dizplay Values Chart Colors... |
[ Gridiines

(] I Cancel | Help

Customizing Colors

If your PC supports more than 256 colors, you can customize the colors that
are used in graphical reports. Click on the Chart Colors button and the Color
Selection dialog is displayed. Click on the Customize button in the Color
Map area. A Color dalog isdisplayed. Select the desired colorsand click on
the Update Custom Color button to update the pal ette in the Color Selection
diaog.

Page 3-10

CC MISGetting Sarted Guide (297-2671-175)



Logging into CC MIS
Color Customization

The color mapsin the Color Selection dialogs for printers and displays can
be customized. Thisoptionisavailableif your system is capable of support-

ing more than 256 colors.

Color Selection

Graphic Report Element

MNornmal

Data Set1

Data Set 2 Cancel |

Data Set 3

Ciata Set 4 Help |

Cata Seth

Data Setb hd

Selected Colors

INDrmaI

Foreground Color .
—— To create custom colors, click on
Customize... ) o

The Color dialog is displayed.
Background color

1

Hug: I'I 41] Bed: ID

Sat IU Green: IU

Color Selection Calorsolid Lum: ID Blue: ID
Graphic Report Element aK | el | Help | A Update Custam Color |

Data Set1 o | |
ance | .
Data Set 2 Select the desired colors and press

Data Set 3

Data Set 4 Help | the Update Custom Color button. When

Data Sets finished, click OK.

Data Seth =l

Selected Colors The new colors are displayed in the

Marmal " color map on the Color Selection
diaog.

Foregrovgsl Cole

i Customize... |

Background color
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CC MISMain Functions

| ntroduction
This chapter introduces you to the functions that are accessed from the
from the CC MIS Main window.

The CC MIS Main window is shown in the figure below.

55 CC MIS - Training 2 - jayr
Session Displapz Beports Config  Profile Admin Help

CCMISMain Connechion Status Config Status

\ Repart Status
window

mitsee | SE =0 |

Displays menu

The Display menu contains commandsto enter into Agent Status and Queue
Statistics displays. Click on the Displays menu button to display the Dis-
plays menu.

ZHCC MIS - Partition 1 - JayR
Session | Displays Reports  Config Profile  Admin  Help

Conr = Corfig Status
_ E Aueue Statistics. .
Displays menu E Naone
SCreens...

02:08:34 Quadrants ..
Formulas...

Wallboard Messages...
Wiallboard Displays. ..
Wallboard Run Takle...
Wiallboard Management...

Note: The Alarms menu option is displayed only when the SNMP featureis
enabled.
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Reports menu
The Reports menu contains commands for the CC MIS Reporting function.

5 CC MIS - Training 2 - jayr oA
Admin Help

Sezzion  Displays LConfig  Profile

Connection Stat Migw... Config Status

Fanitor View. ..
Reports menu None

Feport Status Logs...

3:49:33 PM m Barameters...

Tabular Formats. .

Graphic Formats. .
Formulas. ..
Spectumsz...

Systern Reports. ..

Config menu

The Config menu contains commands for the Configuration Control
function.

3 CC MIS - Training 2 - jayr

Seszion Dizplayz Beports [ Erofile  &dmin Help
Connection Status Positions... Config Status
Config menu Groups /
Metworking...

(BETErUE ] = =Tu

LChange Orders...

Wig 3

Profile menu
The Profile menu contains commands for setting a supervisor’s profile.

#34CC MIS - Training 2 - jayr ME 3 |
Seszion Dizplays  Beports  Config Admin  Help
Connection Status Re Options. .. Config Status

Colars. ..

MHone

Profile menu ﬁl

e il = |
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Admin menu

The Admin menu contains commands used by the system administrator to
administer control over the CC MIS environment. Admin options are not
covered in this guide.

F.':E‘ﬁ CC MI5 - Training 2 - jayr
Seszion Displayz Beports Config  Profile Help

Connection Status Report Status Frivilege Levels...
Scopes...

Supervisorz...
. Defaulk Caolors. .
Admin menu 35209PM S IH =T | i Fraes ,
Threzholds. .
ACD Groups...
ACD-DM=...
Agents...
wialkaway Codes. ..
Line-0f-Buzinesz Codes. ..
Schedules...
Lizts...
Cugtomer Optiong...
Client Management...
Language Options...

Networked CC MIS

Supervisors on CC MIS systems running with the Networking feature en-
abled on aNetwork Access Partition (NAP) have accessto view information
for supervisorsrunning on adifferent CC MIS system, and to network-wide
information for partitions defined as virtual nodes for the NAP..

Networking enables the following:
- Nodefield in al of the Configuration Control screens.

- Ability to insert groups into Configuration Control screens based on node
selection.

- Partition code suffix on ACD Group names in real-time displays.

- Ability to view information based on a selected node in the view windows
for the Audio, OFRT, and IBNRTE Tables.

- The Connection Status icon appears different on aNAP. The border on a
NAP connection icon indicates the status of the virtual nodes associated
with the NAP. If the border is red, it indicates that one or more virtual
nodes are down.
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Agent Satus Display

| ntroduction

The Agent Statusdisplay providesinformation concerning the status of each
position in an ACD group. Thisdisplay alows the supervisor to see the
type of call the agent is currently handling, the agents that are logged in,
agents on walkaway, and other related information.

Accessing the Agent Status display
Perform the following steps to access the Agent Status display.

St epS Accessing the Agent Status display

1. From the CC MIS Main window, select Displays/

Agent Satus.
ueue Siics...
Sereens.. 2. From the Agent Status Display menu, select one of
fom the views from the View pulldown menu.

‘idallhmard kloceamoc

3. The Agent Status screen is displayed.

Agent Status display

The Agent Status display allows you to control the view of the positions for
which agent statusis displayed, the information presented for each position,
and layout of the display. The Agent Status display is shown below.
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Agent Status
display

Y At Sialn - Giobai
[l i Preimsrces st el

EElE) slafe [~ d% ol 360 3

+ (eiap 11 LD EANIP | POSM STRINS  AGEHE HAME
¥ Geoap 13 i 11

1 Unap 14
|

i 12
i Uemp 1!
i
 (0a 15
4 ooan A

i 13

Laveap 14

I 15

i Geemps o Fealkis T Gpaaes

Agent Status display field descriptions
Thefollowing definesthefieldsthat can appear on the Agent Status display.

Field Description

NAVIGATOR PANE Lists Groups and Subgroups. Allows quick "Drag and Drop"
position moves for agents.

ACD GROUP The ACD group that is being viewed.
POSN The position I D of the physical phone set.
Note: Clicking on an agent position ID resultsin a
temporary agent detail window being displayed.
STATUS The state of the position.

Note: Thisfield is highlighted if it exceeds the threshold.

DURATIONS Real-time timer that indicates the time period (in minutes
and seconds) that the agent has been in the current state.

AGENT NAME The name of the agent logged into the position.

LOGIN Displayed when the login option is selected from the

Preferences menu. Thisfield displays the time of day the
agent logged in. Thisfield is aways displayed in the right
most column.

DUAL DN STATUS Displayed when selected from the Preferences menu to show
the information for asecond DN (see position 1179 in thefigure
above).
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Setting the view and display

Y ou can select one of three possible views through the Agent Status View
menu: Subgroup, Scope, and Global. Views available to supervisors are de-
termined by the access provided by the system administrator when creating
your profile.

Your default view

Y ou set the default view in your profile. CC MIS uses this view when you
first login and access your Agent Status display. The default can be either
subgroup/group, scope, or global. During asession, you can change this de-
fault to another view. Y ou will see the change by logging out of the current
session and logging back into CC MIS.

Selecting the Navigator option on the View menu causesthe Navigator Pane
to be displayed. The listing of subgroups in the Navigator Pane can be ex-
panding using the Expand All option or hidden using the Collapse All op-
tion.

Selecting fontsfor the displays

Y ou can select the fonts for the displays. You identify the font used in the
display through the Preferences menu. Y ou identify the font, font style, and
size.

Controlling theinformation presented in the display

You identify the information to appear for each position in the group
through the Preferences menu. You can select States, Names, Hold Time,
Durations, or Login Times, or desired combinations of these selections. If
you do not select States, the color in which the position number appearsin-
dicatesthe state of the position. Y ou define the colorsfor each state through
the Preferences/ Color menu item.

Note: If your system supports more than 256 colors, the Color Selection di-
alog will display a Customize button. Click on this button to display a Color
dialog. The colorsyou in this dialog will be placed in the color map for use

in displays.
Showing elapsed time for agent positions

The CC MIS system tracks the length of time an agent position spends in
each state. To view thisinformation in the Agent Status display, select the
Duration option from the Preferences menu. Thisfield is always displayed
inthe Agent Detail window (accessed by clicking on the agent position) and
on Agent Status display printouts.

Hold Time

The Hold Time option is selected from the Preferences menu. The Hold
Time option affects the way the time is displayed in the Duration field.
When enabled, each time the ACD or DN call is placed on hold, the timer
resets and begins counting. An underline ( _) is used to differentiate hold
time from total ACD or DN call time.
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After the hold state is terminated, the timer reverts to displaying the total
call duration.

ACD Group detail window

Y ou can display apermanent ACD Group Detail window by positioning the
cursor on an ACD Group ID in the Agent Status window and clicking the
right mouse button.

ZiACD Group Detail - 555-002-0000 W& E3

Exit

STATLS FOSITIOMS STATUS  POSITIONS

ACD 0 |DMNIM i
ACD Group ACDHOLD 1 |DNIHOLD ]
display MNOT RDY 0 |DNOUT 1

WARMWEAP 0 |DKOHOLD ]

WALK 1

WAITING 8

FORCED 0

SPARE 0

Total 10 | Total 1

Subgroup detail window

You can display a permanent Subgroup Detail window by positioning the
cursor on a Subgroup 1D in the Navigator Pane and clicking the right mouse

button.

775 subgroup Detail - 1000 M=
[STATUS  POSITIONS [STATUS  PDSITIONS
J|DHIN 0
ACD Group 0 |DNI HOLD 0
display 0 [DH oUT 0
317 |DND HOLD 0

0

2

FORCED 0

H o
Total 5 | Total 1]
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Miscellaneous display functions

Printing the displays

Whilein adisplay, perform the following steps to print the display.
The display prints on the default printer.

Selecting colors and fontsfor displays
Y ou can set the colors and fonts for the elements of a display.

Note: If your system supports more than 256 colors, the Color Selection di-
alog will display a Customize button. Click on this button to display aColor
dialog. The colorsyou in this dialog will be placed in the color map for use

in displays.
Saving Preferences

Y ou can set preferences for fonts and colors, then save the settings for the
display.
Monitoring another supervisor

Y ou can observe the displays of another supervisor if you have the Display
option Monitor selected in your Privilege Level definition. Thisfeatureis
useful to supervisorswhen apeer isabsent from their workstation and some-
one else must monitor the activity of the agents and queue for which the
supervisor isresponsible.

Note: When monitoring another supervisor’s display in scope view, the
display will be limited to the scope restrictions of the supervisor 1D you
are monitoring. (Thisistransparent if both you and the supervisor you are
monitoring have a global scope restriction.)
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Agent Detail window

The Windows interface allows you to display a permanent Agent Detall
window by positioning the cursor on an agent position ID in the Agent Sta-
tus window and single-clicking the right mouse button. The figure below
shows an example of the Agent Detail window with the Options menu dis-
played. The selection of one of these options changes the content and layout
of the detail screen.

73 Agent Detail M= E3

Options

JBATION AGEMNT MNAKME LOGIM

Agent Detail Call Totals
48 ' 72432 Ph

options menu Average Durations
" Time Allocation

Exit

Note: The Agent Status window can be temporarily displayed by pressing
and holding the left mouse button.

] Agent Detail - Call Totals [_ [T}
Options

DURATION AGENT NAME LOGIN

113 ACD 0316 Dwi 10000 11:14:21 P

| 249"‘&

#9 Agent Detail - Average Durations M= B3
Options o7
. Pt { DURATION AGEMNT MNAME LOGIN
1ons m
SoelpéC?IOSnS enu 1113 ACD 03:56 Dwi 10000 11:14:21 P oM
ouT
12
120
9999
Tirme 90 59
seq) 6O ‘A 3
e . e e
0 #7Agent Detail - Time Allocation [_ [C)]
Options
DURATION AGENT NAME LOGIMN

1113 ACD om:07 O 10000 111421 PM

100

Percent 75
(%71 &0 35
23 0 7 2 2 1
ACD MOT  WRAP  WaLK  WAIT Ok On
ROV [ ouT
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Queue Satistics Display

| ntroduction

The Queue Statistics display provides information about the efficiency with
which an ACD group is handling calls.

Accessing the Queue Statistics display

Perform the stepsto access the default Queue Statistics display. The Default
Display field of your profile determines the format of the Queue Statistics

display.

The System Administrator determines the default when creating your pro-
file. If you have accessto your profile, you can change the default.

St epS Accessing the Queue Statistics display

[NEEWEN Beports  Config 1 From the CC M I S M a| n W| ndOW, SeleCt DISplayS/

Agent Status. .. Queue SatIStI CS.

Queue Statistics...

Screens... L. i .

Quadrants.. 2. The default Queue Statistics screen is displayed.
Formulas...

Whallhmard Meszanes

The Queue Statistics display (with one of many views) is shown in the
figure below.
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Queue Statistics
display

[is s Prafwrercar Gonda  Heip

Aldfe e s %)

AUG [E9] e IUERELOW =
ANE RACD AGTE  XAUC CALL EAllL LALL 1H IH nur
RCD GHOUF LY TIHE LULE  ANDH AHE WAl nut
Beeount iq 3 n " 2 ]
Billing n L} @ ]
Conputer Cenker ] L] L L]
Credit Dept n L} @ L]
Ingquiries n n @ L]
Fromotioms n n @ n
Eeserustisms n n @ n
fales n n @ n

—pPrimnary Positien Status——  —Sedondary—
Staffed Spard AGD+ HIT UAR-  WSLE DHI+= DHO+
ALD GHOWE HOLD WRIT HEADY WHAP  AW&Y HOLE  HOLD
AECOUNT Ly u ]
Billing u o
CoRpiuler Cenler H B
Cridit Degl 1 ] ~
Ingulries 1 1
PFromotioss [} L]
Erupruat ioms n L]
Ealen n L]
=l
RLREE T o]

Changing or controlling the Queue Statistics display

There are three things you can change or control when using the Queue
Statistics display:

» the groups on which statistics are displayed
« the format in which statistics are displayed

When using the Queue Statistics display, you can control

* groups by setting the view to Single Group, Scope, Global, or New ACD Group; or
if enabled in your privilege level definition, monitoring another  supervisor

« format by setting it to one of the four standard formats, a personal format or a public
format

Setting the view

Y ou can select aview from the View menu. Depending upon your scope
settings, the following views may be available:

* Single Group
* Scope
* Global

Additional views (such as New Subgroup) may also be available depending

on you access privileges. Access privileges are provided by the System
Administrator.
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Queue Statistics Display

Your default view

Y ou set the default view in your profile. CC MIS uses this view when you
first login and access your Queue Statistics display. The default is selected
from the menu list. During asession, you can change this default to another
view. You will see the change by logging out of your current session and
logging back in.

Note: In order to access a group view, you must have a group member list
defined in your profile. To access global view it must be enabled in your
profile.

Controlling the format

Theformat of the display refersto the manner in which the statistics are pre-
sented, tabular or graphic. Unlike the Agent Status display, the Queue Sta-
tistics display can be customized. Therefore, you can create formats in
addition to the standard formats provided with the system. By customizing
the display, you select the statistics presented in the display, add meaningful
namesto the statistics, and choose whether to display theinformation in tab-
ular or graphic format.

Changing the display for mat without changing the default

While you are in a session, you can change the format temporarily; that is,
changing the format until you logout, or change the format again. You
change the format through the View / New Display Format command. If
you change the display format without changing the default, and you logout,
CC MISrevertsto your default Queue Statistics display when you establish
another session.

Accessing Configuration Control

To access Configuration Control while you are in the Queue Statistics
display, you must have one or more of the Configuration Control options
that pertain to ACD groups enabled in your privilege level definition. This
feature allows you to change ACD group parameters using multiple
windows on your screen. Y ou access the Queue Statistics display in one
window, and access the Configuration Control functionsin another
window.
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Creating your own Queue Statistics display

Y ou can create your own Queue Statistics display to identify the informa-
tion presented in the display and itslocation on the screen. In order to create
your own personal Queue Statistics display, you must have the Display
option Personal formats selected in your privilege level. Thisoption allows
you to create, modify, and delete personal display formats using the Quad-
rant Definition and Screen Definition modes.

Note: Your supervisor privilege level must be set to allow you to definefor-
mulas, modify public quadrants, and define public screens. The Display op-
tion Formulas selected in your privilege level. If a system admin password
is defined, you must enter the password to access admin functions.

Overview of the process

There are three basic steps to creating your own Queue Statistics display;
defining formulas, defining quadrants, and defining screens. Thefollowing
paragraphs describe the basic process of creating your own Queue Statistics
display.

Step 1. Defining formulas

First you define any formulas you need to collect the data you want in your
display. However, you do not need to create custom formulas; you can use
any of the existing statistics collected by CC MIS. The Display Formulas
window is accessed by selecting the Displays / Formulas option from the
CC MIS Main window.

The Display Formulas screen is shown in the figure below.

2% Display Formulas H=
File Edit Help

NEFIEIREEEE

24t

it - Maximurm abandoning delay

Graph Title [24h Max Abd Del

Divide by Zero Treatment
Calumn Title Z4HR Default Display Format ISecondS 'l |7 % Bl lay G

MALX AED

DELAY inimurn Widlth I? 'l
Display Formulas

window Calculation P4hr Max Abd Delay

¢ Forca To Zero

Operatars  Statistics

+ _ 24hr Abd Aft Thrsh 24hr Calls Ans 24hr Tot Ans Delay ACD Transferred In B
24hr Abd After BAN 24hr Calls Offrd 24hr Tot TOF Delay ACD Transferred Out Ci

@ / 24hr Ans Aft Thrsh 24hr Max Abd Delay ACD Call Time Active Time Ci
MIN | Mas 24hr Calls Abnd 24hr Max Ans Delay ACD Talk Threshald Agent Force-outs Ci
24dhr Calls Abnd LO 24hr Max TOF Delay ACD Talk Time All Agents Busy Time  Ci

R — »
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Step 2: Defining quadrants

In this step, you define the way the information will be presented in aquad-
rant. There are two quadrant sizes. full and half screen. There aretwo types
of layout: tabular and graphic.

Y ou have the option of using public quadrants, defined by system adminis-
trators, or using your own quadrants. When you create your own quadrant,
it can be saved as personal or public.

Y ou can define atotal of five personal quadrants.

Defining tabular quadrants

Tabular quadrants are defined using the Quadrant Definition window. The
window is displayed by select the Displays/ Quadrants option from the CC
MIS Main window.

The Quadrant Definition window is shown in the figure below.

& Quadrant Definition

File Edit Help
02| x| e 2]

Mame IAverage State Durations - Tabular

Styla | Tabular | B Graphic I~ Full width

Quadrant Defintion Selected
3 Calurnng
display (Tabular)
i f-—-010--—+---020--—+---030-
Edit 222 3 24hr - Average answering delay il
Eallifiis 822.1% 24hr - Calls abandaoned and lagically quesued
222,673 24hr - Maxirmum ahandoning delay
Edit QQQ'S:B 24hr - Masirmum answering delay
Headings 200673 24hr - Masdrmurn tirme overflow delay

(SS2.1% 24hr - Mumber of calls abandoned
Edit S22.1% 24hr - Mumber of calls abandoned after RAN
Thresholds | |&8R.1% 24hr - Mumber of calls abandaoned after threshald
—— |&&R1% 24hr - Mumber of calls abandoned before RAN

OO 4% Dby - Bliab e o calle aneworod ﬂ

| Insen  |ACD Call Time / Calls Campleted Y

The lower portion of the screen contains standard quadrants. It is recom-
mended that you select a standard quadrant then modify its values and titles
asdesired. To edit, click on the Edit Heading and Edit Threshold buttons to
the left of thelist.

Refer to the CC MIS Online Help for descriptions of the fields on the Quad-
rant Definition window.
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Defining graphic quadrants

Graphic quadrants are defined using the same window as the tabular quad-
rant. When the Graphic button is selected in the style field, the window is
redrawn with the fields shown in the figure below.

& Quadrant Definition

File Edit Help
D& x| £lEel]| 2]

Name I\

Style Tabular” B Graphic ™ Full Wicith

Selected

L. Elements
((jgllsjpaﬁaryar?é?gegiqr:g)on Scaling Method IFIoatmg 'l [T SegmentYalues [~ Bar Totals
Heading |
EIeEmcgnts glzs gjﬂ: : g;ﬁ;aag;aizmignagnﬁ luagy; cally queued ﬂ
RER.ETY 24hr - Maximum abandoning delay
Edit RERETY 24hr - Maximum answering delay
Legend 82,53 24hr - Maximum time overflow delay

Z28.1%; 24hr - Mumber of calls abandoned

ZE8.1% Z4hr - Mumber of calls abandoned after RAN

(212 2dhr - Murnber of calls abandoned after thireshald

2812 2dhr - Murnber of calls abandoned hefore BAN

O A0 DAy linlamy of malle s essm el j

| Insert ‘ o
The lower portion of the screen contains standard quadrants. It is recom-
mended that you select a standard quadrant then modify its values and titles
asdesired. To edit, click on the Edit Legend button to the left of thelist.
Refer to the CC MIS Online Help for descriptions of the fields on the Quad-
rant Definition window.
When finished defining the quadrant, save the screen by selecting the Save
option from the File menu.
Saving your quadrant as a public or personal quadrant
Public quadrants are available to all supervisors, while personal quadrants
are available only to you. Only System Administrators can assign the su-
pervisor the privilege level needed to create public quadrants. To create a
personal quadrant, save your definition as apersonal quadrant using the File
/ Save command, then selecting Personal in the popup dialog.
When defining a quadrant, the File and Edit menus provides the following
functions as shortcuts:
- reading an existing quadrant
- undoing changes to quadrant
- overwrite an existing quadrant
- delete an existing quadrant
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Step 3: Defining screens

In this step, you name your display, and position the quadrants in the dis-
play. You have the option of using public screen definitions or using your
own. When you create your own screen definition, it can be saved as
personal or public. Y ou can define up to five personal screens.

After defining your quadrant, you position the quadrants on ascreen. The
size of a quadrant must be considered when placing the quadrant on the
screen.

Full screen quadrants can be placed only in either the upper or lower left ar-
eas of the screen. Lower screen quadrants can be defined only if a quadrant
is placed above it. In addition, the lower screen quadrants are optional. If
there is only an upper quadrant, the system automatically extends the dis-
play to the bottom of the screen.

Select the Displays/ Screens command on the CC MIS Main window.

¥ Display Screen Definition
File Edit Help

D|(@x]| & =] 2]

Socreen Mame

—Upper Quadrants
Left ImE['_',',','_'_EAverage Angwer Delay - Graphic j

Display Screen
Definition window Right Imi_mA\xerage State Durations - Takbular j

— Lower Quadrants (Optional)

Left [ S22 EEENAP 4.0 Thresholds r
Right [ L8R T(one) 3

Refer to the CC MIS Online Help for descriptions of the fields on the Dis-
play Screen Definition window.

When you are defining a screen, you can use any standard quadrant, public
guadrant, or a persona quadrant (defined by you). There are predefined
standard quadrants available from the drop down menu in the Screen Defi-
nition window.

Y ou can read an existing screen definition and modify it to meet your needs
by selecting the File / Open command, then selecting the definition from the
list. You can aso overwrite an existing definition.
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After the screen is defined, you can view the screen using the steps below.

Steps Viewing a custom display

1. From the Queue Statistics Display, select View /
New Display format.

2. At the New Display Format? box, select the screen.

3. Click on ok.

Use the steps below to set your default to display a custom screen.

Steps Setting your default to a custom display

1. From the main window, select Profile/ Options.
The system displays the Profile Maintenance
screen.

2. Select the default display (in the real-time display
options area). At the Default Display screen, click
on the down arrow to highlight your format.

3. Save the default settings.
a. From the Profile Maintenance menu, select File/ Validate to verify

entries are valid.
b. Select File/ Save to save settings

4. Exit and implement changes immediately.
a. From the Profile Maintenance menu, select File/ Exit.
A dialog box appears.
b. Read theinformation box, and click Yesif you want the changesto
be applied immediately. You will be logged off of CC MIS.
Note: If you do not want to be logged out, click No.

Page 6-8 CC MISGetting Sarted Guide (297-2671-175)



Release 5.1

Wallboard Messages

Wallboard M essages

| ntroduction

Wallboards are LED message boards that are mounted on the walls of an
ACD group office. Supervisors use wallboards to notify agents of ACD sta-
tistical information and administrative information. Supervisors construct
messages to suit their needs, define what messages are to be displayed, and
define time frames for displaying messages. Messages consist of text and
variable information such as Queue Statistics display formula results.

Users with Spectrum wallboards can send multi-color messages and multi-
ple line text format (depending on model of wallboard).

Accessing the message screen

steps

The Wallboard Message Definition screen allows supervisors to define the
actual messages that are displayed on the wallboard.

Access Wallboard M essage Definition

IS - Partition 1 - Jayil

| Beplays Esperds Conig 20 1. From the CC MIS Main window, select Displays/

Aqen Shahas
Sl Shalises

I

SCIRENE
1 Sundrants
Esmedng

Wenlhomrd Displies
Va0 Fun Tobk
Vil Managenent

M essages.

2. The Wallboard Message Definition screenis
displayed.

Basic steps for defining and displaying messages on the wallboard are:

1. Define the message(s) using Wallboard Message Definition screen.
2. Define the display(s) using Wallboard Display Definition screen.
3. Send messages to wallboard using Wallboard Run Table screen.
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Wallboard
message
definition
screen

Y ou can send a"quick message" to the wallboard by completing the Quick
Message fields and sending the message.

The Walboard Message Definition display is shown in the figure below.

Zal wallbosid Message [efinibaon

Nlzlalx] | el | 2|

Texl

=
=l

Cokr [BEN eol =] St [Standmd, 7High =] [ Dabiebioh
2 =11 Latvasind. o vacts

O« |0« 0 |0 | O 5| o ACD Gaoup | <T3 Time | <D Date|
Fouris | SER (Hore =

| g R v (PR [

[T | =l B
— -

Dok Whmppage
ACD Grous Ponson Prazsntsion Mods Lipdnts Fiats

[ 148 Grcasps) El [ra =] fizeim =] [0 laee

Serad Dok Mesriage . | Clea Qiusck Meisage:.. |

Wallboard M essage Definition screen fields

Text field - Messages must not exceed 100 characters (this includes five pa-
rameters that represent values from formulas). The character sequence <1>,
<2>, ... <5>, <G>, <T>, <D> in the message text refers to the variables.
Multiple lines can be defined for the message using line breaks "\n". A line
break counts as two of the 100 characters allowed for the message.

Color, Syle, Display fields - The display formats describes how the message
is displayed on the wallboard. Click on the Down Arrow to select a format
in each field.

Click next to desired optional settings such as Double-high or Double-wide
options. (The display formats that you can use depend on the type of wall-
board in use.)

Variable tabs - Contains a tab for each of the variables that cn be defined
within a message. Variables represent formulas that are based on real-time
statistical data collected by the system. Choose up to five formulas to dis-
play on the wallboard <1> thru <5>. The formulas available on the wall-
board are the Queue Statistics display formulas, 10-min window, 24 hour,
and Shift gtatistics. Click on the Down Arrow to view available options.
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The ACD Group variable <G> displaysthe primary DN or defined namefor
the ACD group specified in the Wallboard Display Definition screen.

The Date <D> variable displays the date variable fields and the Time <T>
variable displays the Time variable fields.

Quick Message Fields

The Quick message fields are used to quickly define and send an immediate
message to the wallboard without needing to leave the Wallboard message
Definition screen. After the message is defined and the parameters are spec-
ified, click on the Send Quick Message button.
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Defining a wallboar d message

Use the following steps to define a wallboard message.

StepS Defining a wallboard message

1. Select Displays/Wallboard M essages from the
CC MIS Main window. The Wallboard M essage
Definition screen is displayed.

2. Define the message:

a. At the Wallboard Message Definition window, access the Message Text
box.

b. Enter the message to appear on the wallboard. Enter variablesasa
number between 1 and 5, surrounded by <>. (Example: Service Level
<1>)

c. Specify the desired display format characteristics: color, style, and
display format.

d. Click onthetab for variable choices (to define variables entered in
message). Complete the variable information in the tab area.

e. For thevariable, click on the down arrow in the Display Format box.
Highlight your choice.

3. Save the definition:

a. At the Wallboard Message Definition window, select File/ Save.

b. If the definition exists already, and you wish to update the definition,
click OK on the information box.

Note: CC MIS allows you to save multiple wallboard messages with the same
name. If you are modifying an existing wallboard message, save the modification
by using the Save command to prevent the system from saving different wallboard
message definitions with the same name.

4. Exit the screen by selecting File/ Exit.
The system returns to the main window.
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Clearing awallboard

Wallboards always display a message. Even when you power down the
wallboard and power it back up, the wallboard displaysthe last message sent
toit. Y ou cannot send a blank message to awallboard.

Y ou may want to create a message that clears information from the display.
For example, you may send an asterisk (*) or dashes (- - -) to the display
to remove the previous message from the wallboard.

Wallboard Display Definitions

Wallboard Display Definitionsallow the supervisor to select the message(s)
to be displayed on the wallboard(s).

St epS Accessing the Wallboard Display

e
B0 G Beposs Gl Bete | ] From the CC MIS Main window, select Displays/

L M‘m -
E T j Wallboard Displays.
oL
e . 2. The Wallboard Display Definition screenis
il e sTages dISp| ayed
Winliconrl S Tnbie
Wslisror d Mansgament
The Wallboard Display Definition screen is shown below.
EdWallboard Display Definition
File Edit Help
D|2|@| x| &[=e]] 2
Display Definition Mame Unidate Rate Presentation Speed
IF (sece) Slow j—l Fast
Wallboard Message List
display definition gl =l Bl 7]
screen Message | ACD Group | Fosition | Presentation Mode ‘
B8R <D> <T> {All Groups) Fill Hald
---End of list---
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Wallboard Display Definition screen fields

Display Definition Name - Define a name that uniquely identifies the dis-
play definition. Use up to 40 charactersin the name. CC MIS can save up to
250 display definitions.

Update Rate - Enter a value in seconds (range 2 - 999). This field deter-
mines the frequency that the wallboard display contents are updated. (On
Spectrum boards, this is the rate at which variable information is updated.
On Daktronics boards, this is the rate at which the messages are cycled on
the wallboard.)

Message - Select up to five messages to be displayed on the wallboard.
Click on the menu arrow to view alist of messages. (Window must be set
to the insert mode by clicking on the End of List title in the Message area.
Before a message can be selected, you must select Edit / Insert to create a
place holder for the message to be added.)

Message List fields (Message, ACD Group, Position, and Presentation
Mode) - If the corresponding message contains variables then identify the
data source which corresponds to the message. If a selection is not made
from the pop-up menu then nothing appears (all ACD groups will apply).

Note: In Profile Maintenance screen, if the ACD Group Names field is not
enabled, then the Scope pop-up menu lists the groups by DN instead of by
group names.

Presentation Mode - Specifies how the message is to be displayed on the
wallboard.

Presentation Speed - Specifieshow long (or quick) the messageisto bedis-
played on the wallboard before it is rotated.
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Defining awallboard display

After the display and message definitions are complete, the wallboard dis-
play is defined using the steps bel ow.

Steps Defining a wallboard display

1. From the main window, select Displays/
Wallboard Displays.

2. Enter information into the Wallboard Display
Definition window:
Note: To set the window

into the Insert mode to add
messages, you must click on

a. Enter aname and select a presentation speed.

the End of List titlein the b. Select the messagesto be di.splayed (1.- 5) by selecting Edit / Insert to qeate a

message area. message holder, then selecting the desired message from the Message List.
Specify the ACD Group, Position, and Presentation Mode for the message.
(Repeat for each message.)

c. Enter the desired update rate, in seconds.
3. Save the definition as follows:

a. At the Wallboard Message Definition window, select File/ Save.
b. If the definition exists already, click OK on the information box.
If thisis anew definition, click NEW at the Save Message Definition As box.

4. Return to the main window by selecting File / Exit
from the Wallboard Display Definition window.
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Sending a message to the wallboar d

Follow the steps below to send a message to the wallboard display(s).

St epS Sending a message to the wallboard

1. From the main window, select Displays/
Wallboard Run Table.

2. Read the wallboard definition.
3. Send the message to the wallboard.

4. Select File/ Exit to return to the main window.

The Wallboard Run Table window is shown in the figure below.

’ZHWallboard Run Table
File Options  Help

+ e 2
Wallboard Disply [EETRIEETE NG -

Run Table _D_Llil:k Message I[Ngne] j
Screen

Wallboard | Current Display |
Sales 2 LoD Call Stats 2

IF to scraper S8R (ResetiClear)

Steve L8 (ResetiClear)

Was Ve L28 (Diagnostic - ldentification)

L 900 Cal Stats

Wallboards: 5 Selected: 1) 4

Note: The Quick Messagefield is used to send an immediate message to the
wallboard.
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Alarms (SNMP)

Alarms (SNM P)

| ntroduction

steps

Note: The Alarms option is displayed only if the SNMP feature is enabled
and you have supervisor access privilegesto thisfeature. Due to the techni-
cal nature of the SNMP feature, a background in network management and
the SNMP protocol is recommended for administrators and users of this
feature. For additional information concerning this feature, refer to the CC
MIS Online Help.

The Alarms Definition window isthe starting point for all SNM P-related ac-
tivities at the partition level, including:

« alarm definition and maintenance,
* SNMP community setup and maintenance, and
« SNMP MIB file transfer

From thiswindow, you can setup up to 100 custom statistics to be monitored
for each ACD group in the partition. The setup of each statistic includes
threshold and alarm information. The information defined for each Alarm
Definition is what is provided to a Network Management System (NMS)
when it queries for the CC MIS Partition MIB entries.

Use the steps below to access the Alarm Definition window.

Accessing the Alar ms definition screen

Session

Conr Agent Status
Queue Statistics

IETom|

Screens

25316 F

Forrmulas

Messages
Wallboards

Cuadrants e

B/CC MIS - Northern Telecom - jayr

g eros cig | 1. From the CC MIS Main window, select Displays/

Fepor

Alarms option.

2. The Alarms Definition window is displayed.
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The Alarms Definition screen is shown in the figure below.
*. Alarm Definition =1 E3
File Edit Preferences Options SMNMP  Help
x| & hEEle] e[| 65 2] - Tool bar
Alarm D | Add
Alarm Name |24 Hour TOF Delays < Form template
Qc—lrfa:rrmlon Forrula |m24hr—l\daximumtime overflow delay j ae
screen Thrashold IEAbDve = [catis waiting =l Pus o
Alarm Type [B Critical =] Groups [¢Al) = Delay o
10 | MNarne | Alarm Groups |
- I[_)efinitions
ist
Records: 0/100 [Selected:  © | Stdusha
Description

The Alarm Definition window consists of four major components; tool bar,
status bar, form template and a definitions list.

Tool bar

Thetool bar isthe row of buttons across the top of the window which
provides shortcuts to many of the commands available on the window’s
menu. A tool-tip window is displayed for a short time when the mouse cur-
sor is positioned over one of the tool bar buttons. This window contains a
brief description of the function performed by the particular button.

Status bar

The status bar appears at the bottom of the window and consists of three sec-
tions. Thefirst section indicates the number of records defined and the max-
imum number allowed. The second section indicates the number of records
currently selected in the definitions list. The third section is for displaying
status and progress messages.
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Form template

The form template consists of the fields in the top half of the screen which
are used for entering and modifying the fields which make up an alarm def-
inition. The definitions list in the bottom half of the screen displays a scrol-
lablelist of currently defined alarm definitions. Any or all of thefieldsinthe
definition may be displayed as a column in the definitions list. The only re-
striction is that the ID column must always appear in the first column. As
columns are added or removed, the columnswill automatically resize them-
selvesto provide a best fit for the current width of the window.

Thefieldsin thistemplate are described below:

AlarmID

Alarm Name

Formula

Threshold Level

Threshold Type

Plus

Alarm Type

Alarm Delay

Alarm Groups

Delay

A unique darm ID number in the range 1 to 100.

The name assigned to the alarm definition. This name can consist of from
1 to 30 characters excluding the vertical bar character (]).

The standard or custom formula used to compute the statistic value upon
which the alarm condition is based.

Thisfield determines whether the computed value for the statistic should
cause an alarm condition if its value rises above or falls below the
threshold value defined for the alarm. The two possible values for this
field are Above or Below.

Thetype of threshold to apply to the statistic value. This can be any of the
available ACD group thresholds (as defined via Threshold Definition) or
the following specia threshold type:

(Zero) - Thethreshold valueisdefined solely by the constant value entered
inthe“Plus’ field.

Thisfield defines anumeric value to be added to the value of the ACD
group threshold selected in the “ Threshold Type” field to arrive at the
threshold value used for determining when the statistic value indicates an
adarm state. This constant component of the alarm threshold can be any
signed 32-bit number (-2,147,483,647 through 2,147,483,647).

Thisfield determines the type of alarm (SNMP trap) to be generated by
this alarm definition. The four possibilities are: Poll, Minor, Major, and
Critical.

Thisfield sets adelay period in seconds from the time that an alarm
condition isfirst detected until the time that an SNMP trap is sent. If the
aarm condition clears within this delay period, no trap will be sent. This
delay value also applies to the clearing of an alarm condition. The
maximum delay value is 999 seconds.

Thisfield determines which ACD groups should cause traps to be
generated. The field will contain the names of all currently defined ACD
group lists (as defined in List Definition mode) and the specia “(All)”
selection. If alistis selected, only the groupsin the specified list definition
will causetrapsto be generated. If “(All)” isselected, all ACD groupswill
cause traps to be generated.

Thisfield allows you to enter avalue to be used as the delay.

The operation of the Alarm Definition window depends on the current mode

CC MIS Getting Started Guide (297-2671-175)
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asindicated by the label on the button in the upper right corner of the win-
dow. The two modes of operation are modify and add. When thewindow is
entered, the initial mode is set to the add (if there are no alarm definitions
currently defined). Otherwise, it is set to the modify mode.

Use the steps below to add an alarm definition.

Note: For more information concerning adding or modifying an alarm def-
inition, select the Help / Window option.

Creating an Alarm definition

1. From the alarm window, select Options/ Add
or click on the Add button.

2. Enter information into the Alarm Definition window.
3. Click on the Add button to send the definition to the

database. The definition should now belisted in the
list of alarm definitions.

Use the steps below to modify an existing alarm definition.

StepS Modifying an Alarm definition

1. From the alarm window, select an existing alarm
definition from the list of Alarm Definitions.

2. Make the desired changes.

3. Click on the Modify button to send the changes to
the database.

Note: To cancel the changes, click on the Revert

button (or select Edit/Revert) before you click the Modify
button.
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SNM P Community Setup

The SNMP Community Setup window is used to define the accessrightsfor
Network Management Systems wishing to access the CC MIS Partition
MIB for this partition. Thiswindow is shown in the figure below.

SNMP Community Setup | x|
—Bead-only Community—  —FRead-write Community—  — Trap Community
MName MName MName
Ipublic Isecure Itraps
SNMP Members Members Members
. 0000 & = -
community
setup
screen
[ [ [
ot | beb |

This screen displays the current settings for each of the three communities
defined by CC MIS. When a CC MIS partition is created, the community
names are defaulted to “public”, “secure”, and “traps’ for the read-only,
read-write, and traps communities respectively. The members list for the
read-only community will be set to 0.0.0.0, while the other two members
listswill be empty.

Steps Accessing the Community Setup screen

1. From the Alarms Definition window, select
SNM P/Community Setup.

2. The SNMP Community Setup window is displayed.

SNMP MIB Transfer

The SNMP MIB Transfer window is used to download the CC MIS MIB
definition filesto the local PC for use with a Network Management System.
These MIB definition files are text files which define all of the SNMP ob-
jects implemented by the CC MIS system.
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The SNMP MIB Transfer window is shown in the figure below.

SNMP MIB Transfer

—Choose the MIB to transfer

oK |
This MIB contains the defnition ofthe SNMP ohjects Cancel

SNMP available atthe partition level.
MIB transfer Help
screen C Systam MIB (missys.mil)

This MIB contains the definitions of systerm-level SNMP

ohjects.

From this window you can select either the CC MIS Partition MIB or the
CC MIS System MIB to be downloaded. After you select the desired MIB
and click on the OK button, a Save Aswindow is displayed.

Use the steps below to access the SNMP MIB Transfer screen.

StepS Accessing the SNMP M 1B Transfer screen

1. From the Alarms Definition window, select
SNMP/MIB Transfer.

2. The SNMP MIB Transfer window is displayed.
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Reports
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The reporting feature of CC MIS provides you with the ability to print re-
ports:

« in one of five categories. standard, personal, public, system, and event log
« on aschedule and ad-hoc
« on paper, on your terminal, to afile, or e-mail/fax to one or more recipients

In addition, you can create reports that can be imported into commercial
spreadsheet packages.

Accessing thereporting functions

Except for scheduling a report to print, reporting abilities are provided
through the Reports pulldown menu.

St epS Accessing the Reports menu

- | 1. From the CC M1S Main window, select Reports.

~—  Tabular Formats [

Graphic Formats.

2. The Reports pulldown menu is displayed.

Formulas
Spectrums

Generating areport
With one exception, the following steps are used in generating a report:

1. Identify the name for the report.

2. ldentify the format information for the report.

3. Identify the options for the report.

4. |dentify the output to destination: printer, screen, file. email, or fax.

5. Select the desired values for the data selection fields.

6. Request that the report be generated immediately (ad hoc report) or
be scheduled to print.
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The exception is generating a system report. System reports do not require
you to identify format, scope, or output device, asthey provide pre-defined
information.

Identifying the report for mat
Report formats are either standard, event log, personal, or public. The for-
mat identifies the data elements in the report.
Standard formats
The standard reports are formats provided by CC MIS. These formats
generate tabular and graphic reports. The standard report formats are listed
at the end of this chapter.
Per sonal formats
Each supervisor can create five personal formats. These formats are only
available to the supervisor who creates them. Personal formats can be gen-
erated in tabular or graphic formats.
Public formats
Supervisor’'s with access to system administrator functions (Admin) can
create public formats for all supervisorsto use. These formats can generate
tabular or graphic reports.
Identifying the for mat of the report
The format of the report refers to the following:
Time frame used to generate report
Time frame determines the granularity of the data reported and has to do
with the way datais stored in the historical database. Possible time frames
areinterval, shift, day, week, month, and period.
Manner in which the data is reported
- by logical group
- by data and totals
- by totals only
- by using secondary groupings through the Group by ... and by... feature
- the range to be used for the data elements specified in the report format.
The data elements can be defined as a single value or arange of values for
intervals months subgroups LOB codes
days periods ACD groups walkaway codes
shifts agents ACD-DNs logical groups
weeks
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I dentify the type of report

When you identify the type of report, you either create a printed report or
adata export report.

Generating areport
Creating aprinted report

A printed report isareport that uses CC MISto format the report. 'Y ou may
request reportsthat contain Totals Only or reports that contain Dataand To-
tals. The Totals Only reports are useful when you do not need to show sup-
porting information.

Creating a data export report

A dataexport report isareport that can be used by acommercial spreadsheet
software package. By creating a data export report, you create afile of data
records that is output to a printer or aPC. Thefileliststhetitle of the
report and containsdetail dataonly; it does not contain column headings nor
columntotals. When you generate areport, you can print it or have the out-
put sent to your terminal for display.

Printing reports

When you print areport, you can direct it to a specific printer or to the
default printer defined in your profile. A different printer may be defined
for graphic or tabular reports. If you have the local print feature, the print
goesto your local printer.

Viewing reportsat your terminal

When you select screen as your output device, the report goes to your ter-
minal. After it is complete, it may be viewed by double-clicking the report
status icon on the Main window.

Note: Y ou may need to size the viewing box so you can see thereport inits
entirety.

Requesting thereport

After you define the report format, the scope of the data, and the output de-
vice, you may request the report, or if you have system administrator abili-
ties, schedule the report.

Scheduling areport for printing

After you define the report, the report can be attached to a schedule and
printed at alater time. Y ou must have access to system administrator (Ad-
min) abilities, schedule the report.

Note: Scheduled reports must have the print device set to aprinter not to the
screen. Otherwise, the printing of the report defaults to the customer options
default printer.
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Defining report parameters

Y ou define the format, scope, output device, and manner of presenting in-
formation through the Report Parameter Definition screen. In this screen,
you are given the option to name the definition and use the name as the title
of the report.

The name of the report is used in menus to allow you to request the report
by name, rather than recreating the report parameter definition each time
you want to request the report.

Note: Ensurethat the nameyou assignto areport isunique. CC MISallows
you to save multiple report parameter definitions with the same name.

St epS Accessing Report Parameter s screen

1. From the CC MIS Main window, select Reports/
Parameters.

2. The Report Parameter Definition screen is
displayed.

The Report Parameter Definition screen is shown in the figure below.

2% Report Parameter Definition
File Edit Report Help

0= x| BlE2|kE] HlEel] 2]
—Mame
| ™ Use astitle

— Format
ITabuIar j ImACD Group by Walkawsy Code Repon j ¥ Fage Breaks

Caontent Style IPrinted Repont- Data and Totals j ' Summary Info

Report
pararneter — Options Output To
defl n|t|0n Time Frame |Intersal ~| ¥ Logical Groups (Screen) j

Ser (NAP) Group by IAgent vl ¥ Interval Lengths
and by I(Nane) vl ¥ MNetwark Wiew

—Data Selections
Intersal I(Prevmus)

Dy I [Current)

Lagical Graup Jcam
Agent e
Walkaway Code (Al

K KO | K K

Mede [ -]

L

Supervisor Scope |1234 -Jayr
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Fieldsin the Report Parameter Definition screen

Name - Thisfield identifiesthereport. (TheUseasTitle buttoninthisfield
alowsyou to identify the name of the report as the title of the report.)

Format Fields:

Thefirgt field in this area alows you to select Graphic or Tabular formats.
The second field identifies the category of the report, standard, public or
personal, and allows you to select aformat in that category from a menu.
Note: Iconsindicate if the format is standard, public, or personal.

Contents Style - Thisthird field (just below the second field) identifiesif the
report isto be generated by totals only, data & totals, or as data export.

Page Breaks - When selected, inserts page breaks into the report.

Language - On systems with the Language option enable, thisfield allows
you to select the language to be used in the report.

Summary Info - When selected, asummary pageis generated concerning the
contents of the report.

Options Fields:

Time Frame -This field identifies the time frames for which dataiis collect-
ed. Thisfield determines the granularity of data. Possible values are: in-
tervals, shifts, days, weeks, periods, or months.

Group By And By - Thisfield indicates secondary grouping, providing sub-
totals according to the chosen criteria. Possible selections from menu (de-
pending on report) include: None, Shift, Day, Dst ACD Group, Logical
Group, and Subgroup.

Logical Groups- When selected, thisfield indicates that you want theinfor-
mation grouped logically; that is, information for several different groups
(defined as logical groups) summed together.

Interval Lengths - When selected, appends interval lengths to the interval
time on interval reports. (For example, 12:30, 05 where the ,05 is the inter-
val length.)

Network View - This field indicates that the Networking feature is enabled
and that the time frame for the report contents will include values from the
network. This provides an option for the NAP supervisor to specify how the
datais collected from the remote nodes.

CC MIS Getting Started Guide (297-2671-175) Page 9-5



Reports

Release 5.1

For example:

A NAP supervisor in Location 1 requestsapreviousinterval report at 1700
EST. There are three nodesin the virtua network for this NAP; the first
in Location 2, the second in Location 3 and the third in Location 4.
Interval time frame reports allow the Network View option to be selected.

Network View enabled: Thedatafromthe previousinterval relativeto the

loca time of each node will be returned.

Node

Time zone
Local time
Time requested

Interval returned

NAP

L ocation 2

L ocation 3

L ocation 4

EST

EST

CsT

PST

1700

1700

1600

1400

1630 - 1700

1630 - 1700

1530 - 1600

1330 - 1400

34
(1630 - 1700)

32
(1530 - 1600)

28
(1330 - 1400)

Network View disabled: The datafrom the (1630 - 1700) interval in each
time zone will be returned. In this example, thisinterval has not yet oc-
curred in Locations 3 or 4, therefore no datawill be returned by these

nodes.

Node

Time zone
Local time
Time requested

Interval returned

Output To:

NAP

L ocation 2

Location 3

L ocation 4

EST

EST

CsT*

PST*

1700

1700

1600

1400

1630 - 1700

1630 - 1700

1630 - 1700

1630 - 1700

34
(1630 - 1700)

34
(1630 - 1700)

34
(1630 - 1700)

The shaded areasindicate time rangesthat have not occurred as of 1700
EST. No datawill be returned by those nodes. The datafrom all nodes
will be available as soon as the earliest time zone (in this case, PST)

has completed the requested interval.

This field specifies where the report is to be sent. Selections can include
printer, screen, file, or an e-mail/fax destination. If afile destination is se-
lected, the File Name field is displayed. If an e-mail/fax destination is se-
lected, a Destination field is displayed. (The destination address must be
entered in thisfield.)

Note: Graphical reports cannot be e-mailed or faxed.
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Data Selections:

This area defines ranges for data elements of the report format. For each
field, you can select one of the following: All, Range, or defined lists (in ap-
plicable key fields). Interval and other timeframefieldswill aso containthe
Current and Previous selections.

Note: To select the previoustime frame (such as day), you can select Previ-
ous rather than selecting Range then entering a-1.

Supervisor Scope- Thisfield identifies the supervisor scope restriction to be
used for the report.

Node - On a NAP partition, the Node field is used to restrict areport to a
specific node. The valuesfor the field are selected from the pulldown menu.
(Thisfield is not displayed on local partitions.)

MNode {(Aln -

Interval Configuration

Intervals for each hour of the day are configured in the Maintenance Inter-
face. Theintervals used by your partition can be viewed while in the Report
Parameters Definition window by selecting the Reports / Intervals com-
mand. The Interval Configuration dialog is displayed.

Interval Configuration | X]
Q:oo- 30 12:00- 30
1:00- 30 13:00- 30
2:00- 30 14:00- 30
Z00- 30 15:00- 30
4:00- 30 1R:00- 30
5:00- 30 17:00- 30
B:00- 30 18:00- 30
2:00- 30 19:00- 30
a:00- 30 20:00- 30
9:00- 30 21:00- 30

10:00- 30 22:00- 30
11:00- 30 2300- 30
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Report Status

After areport is requested, the status of the report can be viewed using the
Report status logswindow. Thiswindow is accessed from the Reports menu
on the CC MIS Main window.

The Report Status Logs window is shown below.

% Report Status Logs
File Select “iew Help

2l & -] 7

Request Time | Status | Tyne | Repart Name | Desting.. |
03/24/97 3:57:36 AM Camplete Print  Jiulie_walk Deskle..
03/24/97 349834 Complete  Print Freview Report Deskle..
03/24/97 9:35:47 AM Cormplete Print  Preview Report Deskle..
03/21/97 71537 PM  Generating  Print  TABULAR FORMAT DATABASE REPORT HP Las..
03/21/97 715:22PM  Complete  Print  INTERVAL CONFIGURATION DATABASE REPORT HP Las..
03/21/97 34226 PM  Complete  Frint ACD Group by Line of Business Code Repart DeskJe..
03/21/97 33220PM  Complete  Print  INTERVAL CONFIGURATION DATABASE REPORT HP Las..
0321097 32746PM  Complete  Print  INTERVAL CONFIGURATION DATABASE REPORT HP Las..

|L0gs: i |Se|ected: 0 4

Cancdlling Pending Reports

After areport isrequested and is till pending, the report can be cancelled
using the File/Delete command on the Report status logs window. The Re-
port Status L ogswindow is accessed from the Reports menu on the CC MIS
Main window.

To cancel apending report, highlight the pending report inthe list and select
the File/Delete command.

Cancelling Report Generation

To cancel the generation of a report from the Report parameters screen,
click on the Cancel Report button on the toolbar.

2% Report Parameter Definition
File Edit Beporn Help

0@ x| |20k 4=z 2]

Cancel Report Generation

Page 9-8 CC MISGetting Sarted Guide (297-2671-175)



Reports
Creating areport definition

Perform the steps below to create a Report Parameter Definition.

Steps Creating areport definition

1. From the CC MIS Main window, select Reports/
Parameters.

2. The Report Parameter Definition screen is
displayed.

3. Specify the report contents in the data fields.

4 Save the report parameters:

a Select File/ Save.

b. At the Save Report Definition As box, select the New Personal or
New Public button.

c. The Save status screen will appear. Select OK.

5. From the Report Parameter Definition screen,
select File/ Exit.
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Creating ad-hoc reports

By requesting areport, rather than scheduling it, you generate an ad-hoc
report. To generate an ad-hoc report, you fill in the report parameters
on the Report Parameter Definition screen, and then request the report.

Determining report status

After you request an ad-hoc report that is to be sent to the screen,

the system notifies you that areport is gathering information or is pending.
The system notifiesyou of the status of thereport through the Report Status
icon on the CC MIS Main window. The Report Pending status is indicated
by areport with an hour glass.

Viewing areport at your desktop

Once the report arrives on your desktop, you can view it. This report re-
mainson your desktop until you deleteit or request another soft copy report.
Use the steps below to view your report.

Reports sent to printers cannot be viewed on your desktop and do not affect
areport that is at your desktop.

You can view a report on your screen, leaving the window containing the
report open, and request a different report through the Report Parameter
Screen. |If the second report is sent to your screen aso, you will not be able
to view it until you close the window through which you viewed the first re-
port requested.

Viewing areport

1. From the CC MIS Main window, select Reports/
View or double-click on the Report icon.

2. The Report is displayed.

Note: Y ou may need to resizethewindow and usethe scroll barsto view the
entire report.

Viewing thereport parameters

Once areport has arrived at your desktop, you can view the report parame-
tersthat created it, in addition to viewing the report. To view the parame-
ters, view the report, then select File/ View Summary.

Page 9-10
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Generating a data export report

Generating adataexport report isasimple matter of identifying Data Export
Report asthe Report Contents at the Report Parameter Definition screen and
sending the report to an output device.

Note: Thisisjust the format of the report being specified. After the report
format is set, the report is sent to the output device. (Any report format can
be sent to a PC).

The report can be sent to any output device in your system that you can ac-
cess from the Report Parameter Definition screen. If the deviceisaprinter,
it prints a series of datarecords. If the deviceisaPC designated to receive
files, it receives a software file that contains the series of data records.

Viewing another supervisor’sreport

Y ou can view another supervisor’s report from your terminal, if that super-
visor has already requested the report, and the report is in their inbox.

Viewing another supervisor

1. From the display window, select Reports/ Monitor
View.

2.The system displays the Supervisor to Monitor?
box. At the box, identify the supervisor, then click
on OK.

If areport isavailable, it appears on your screen.
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Generating an Event L og report

Event Log reports provide information about agent activities. Refer to Help
text for information about hese reports. Use the steps below to print an
Event Log report.

Printing an Event Log report

1. From the main window, select Reports/
Parameters.

2. The system displays the Report Parameters screen.
|dentify your report parameters:

a. At the format box, click on Event Log. Select your choice.

b. At the Output Device box, select the device.

c. At the Data Selection box, provide the range for each data element.

d. Select Report / Generate.

e. Select File/ Exit.

Printing a system report

System reports provide information derived from the system database. Asa
result, they do not require that you define the report parameters for them.
The system reports are as follows:

« Configuration Report

« Supervisor Database Report

« Privilege Level Database Report

* Scope Database Report

» Agent Database Report

* Alarms Definitions Database Report

* ACD Group Database Report

« Threshold Definition Database Report
« Shift Definition Database Report

* Period Definition Database Report

» Schedules Definition Database Report
* Logical Group Database Report

« LOB Code Database Report

« Interval Configuration Database Report
« Walkaway Code Database Report

» ACD-DN Database Report

* Graphic Format Database Report

* Tabular Format Database Report
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steps

System reports can be printed or viewed on your screen. However, if the PC
is set as the default printer, then the report will be sent to the PC. You re-
guest these reports through the System Reports screen.

Note: There are three system reports that allow you to define the range

of thereport. They arethe Supervisor Database Report, Agent Database Re-
port, and ACD Group Database Report.

Printing a system report

15 System Reports
File Edit Help

1. From the display window, select Reports/ System
Reports.

= 2. |dentify the report.

al BEEER]

Beport Type

Configuration Report

a. From the System Reports screen, click on the drop down box arrow.

Configuration Report

Graphic Format Database Report
List Defintion Database Report
LOB Code Database Repart
Logical Group Database Report
Period Definition Datahase Report
Privilege Level Database Feport
Schedule Definition Database Report

= Select your report from the list of options.

J b. If prompted for additional information, select from your list of options.

3 Print the report.

a. Select the File/ Print option (or press Print button on toolbar).
4. Exit to CC MIS Main menu.

a Select File/ Exit to the main window.
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Customizing Reports

You can create personal (custom) tabular or graphic formats for a report.
Use the steps below to access the format screens.

Tabular formats

Thetabular report formats screen is used to define personal or public tabular
formats. Formats defined on this screen can be read into the Report Param-
eter Definition screen. The tabular report formats screen is shown below.

3% Tabular Format Definition [_[O[x]
File Edit Help

Dl=E]x| & 2=z 2]

Format Title IACD DM Calls Abandoned Report

Statistics Group [ACD-DN Statistics =
222222222232 [22222222
Selected ACD-DM hase
Tabular Columns . ime
report it
format -
screen 010 0z0 030 040 050
< | |
) 282 &= Destination ACD-GRP name =]
Edit Lo
Columns S22 0= Destination ACD-GRF number
SE8 o= Employee ID o
Edit S82.53 Average ACD talk time
Headings S88.473 Average abandoning delsy
S22.53 Average answeting delay
SEL A b avimum | DR Call Doration =l
Insert o

Field descriptions

Format Title - Specify thetitlefor the format. The name entered in thisfield
will appear in other menus and serves as a default report title unless areport
title is specified in a report parameter definition. Accepts up to 55 charac-
ters.

Satistics Group - Specify the statistical group: Destination ACD-GRP,
Overflow, Agent, LOB Code, ACD-DN, or Walkaway statistics.

Custom Headings - Specify desired custom heading. Selection can be made
by selecting standard headings listed in the lower list portion of the screen,
then modifying as desired. Thetext entered in thisfield(s) will appear on the
report as headings above the data.

Column Selections - Specify desired statistics. Press F3 and use the arrow
keysto scroll menu.
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Graphic formats

The graphic report formats screen is used to define personal or public graph-
ic formats. Formats defined and saved from this screen can be read into the
Report Parameter Definition screen. The graphic report formats screen is
shown below.

3% Graphic Format Definition
File Edit Help

O EXx] & =2 2]

Graph Title [valkaways

Graph| c Statistics Group IWaIkaway Statistics Walkaways
report Chart Type .

S - I

—Axis Labels
Data Axis [Mum of'Walks

Num of Walks

Ky Axis IHDUrS

—Keys

#us | Destination ACD-GRP

Hulirs
L d |wWalk Cod
egen | alkaway Code .

Selected Data Elements Awailable Data Elements

L5512 Number of Walkaways

22867 Average Walk Time

222,57 Total Walkaway Duration
---End of list---

Insert j

Field descriptions

Graph Title - Specify the title for the graph.

Satistics Group - Specify the statistical group: Destination ACD-GRP,
Overflow, Agent, LOB Code, ACD-DN, or Walkaway statistics. Click on
the down arrow and select the statistics group from the menu.

Type of Chart - Specify the chart type for the graphic format. The screen is
redrawn with fields applicable to the type of chart selected (as shown in the
figure above and six types shown below).
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S oo 1 Bl oo
Stafisics Group [Walkaway Statistics Walkaways Stafistics Group [Walkaway Statistc Walkaways
p [y

Chart Type Chart Type

=m0 ﬂﬁﬂ%ﬁ&o

Data Axis [Num of Walks

DataAxis [Num of Walks
KeyAxis [Hours

Key s [Hours

Ceip |BLb H Auis [Destination ACD-GRP =
Legend [Walkeway Code -

Legend [Walkaway Cods -

Statistics G [Walkaway Statist = a1 Statistics Group [Walkaway Statistics
ifistics Group [Walkeway Statistics, Walkaways

1-.illu - FEE ;;:wa:m;:%-az °
(D‘Axw‘ W‘

Key Ais [H Key Axis [F

Walkaways

Axis [Destnation ACD-GRE
Legend [Walkaway Code

elected Data Element wailable Data Elements

" Axis [Destinstion ACDGRP ‘

Legend [Walkaway Code 7]

g vy
Statistics Group [Welkaway Stetistics 7] Walkaways Pt 1 Statistics Group [Wealkaway Stetistics [l o= e Walkaways

Chant Type Chart Type

ﬁmu%u-o oo 2 Ex =B

Axis L
D ate Ax [Mum ofWelks Dita Avie [Num of Welks
Key Axis H Key Asis [Hours

Axis [Destination ACD-GRP ‘

Legend [walkewayCode  ¥]

s |Destination ACD-GRP ‘

Legend [WeolkewsyCode =]

After the type of chart is selected and the screen isredrawn, the graphic im-
age of the chart is displayed on the screen.

Axis Labels - Specify the data and key axis labels for the chart.
Keys - Specify the axis and legend keys for the chart.
Data Elements:

Available Data Elements - Thisisalist of available statistics that can
be added to the graph.

SAlected Data Elements- Thisisalist of statisticsthat have been added
to the graph.

Note: To select an available data element and have it appear on the graph
and in the selected list, you can double click the left mouse button on the de-
sired data element or drag-and-drop the element from the Available to the
Selected column.
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Printing custom reports

Y ou can print personal (custom) tabular or graphic formatsfor areport. Use
the steps below to generate the report.

St epS Generating custom reports

From the Main window:
1. Select Reports/ Parameters.

2. The system displays the Report Parameter
Definition screen.

3. Select your custom format. Complete other fields
settings on the definition screen.

4. To print, select Report / Gener ate.
5. To save as a new personal report, select File/

Save As, then select New Personal in the dialog
box.
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Spectrums

The Spectrum Definition screen alows you to define categories into which
incoming calls are placed based on the delay experienced or the duration of
the call. Up to ten categories can be defined for each of the three available
spectrums.

Spectrums are used in the following standard reports:

» Delay Before Answering
» Delay Before Abandoning
« Call Duration

The individual categories are also available for custom reports in ACD
Group Statigtics.

The Spectrum Definition window is shown in the figure below.

¥4 Spectrum Definitions
File Edit Help

2| s FlElsl-] 2]

Spectrum Twpe

Answering Delay

MNumber of Catetaries

T
[}
=

—_

[25)
(28]
[d=)

[a7)

1149

A

1749
239

ury i p—ry I =] o
(=l B e B ] ol o) o o
of o
el faled Babed bl fated Faled feled |a e
iy |
w

Lo o e =2 I & 2 IR W S By}
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3
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Listing of standard report formats

The following tables provide alisting the standard report formats.

Table 1: Standard report formats

Standard Format

Explanation

ACD Call Duration

Identifies the duration of a call by measuring from when the
call isanswered by the agent until the call is released by the

agent.

ACD-DN Calls Abandoned

Identifies the total number of calls abandoned per ACD-DN
and the total abandon delay.

ACD-DN Calls Answered

Identifies the total number of calls answered per ACD-DN and
the total answer delay.

ACD Group by Agent Identifies agent activities for each group. Thisreport can tell if

Performance there is a problem with a particular agent or if all agents are
experiencing the same difficulties.

ACD Group by Agent Identifies agent transfer activities for each group.

Transfer

ACD Group by LOB Code Identifies the number and duration of calls by LOB
code for each group.

ACD Group by Walkaway Code | !dentifiesthe walkaway codes associated with a specific ACD

group.

ACD Group Overflow

For each source and destination ACD group pair, indicates the
number of callsthat either queue overflowed (for example, due
to exceeding maximum wait or queue size) or time overflowed
from the source to the destination.

ACD Group Transfer-In

Identifies the number of callsthat were transferredinto a
group.

ACD Group Transfer-Out

| dentifies the number of callsthat were transferred out of a
group.

Agent Summary Provides detail regarding the types of calls received/ made and
the amount of time spent for each agent.

Agent by ACD Group Identifies the activities of al agents sorted by Agent ID trough

Performance ACD group.

Agent by LOB Code Identifies the activities of all agents sorted by LOB codes.

Agent by Subgroup Identifies the performance of each agent under different sub-

Performance groups.

Delay Before Abandoning Identifies how many calls were abandoned and how long the

callers waited before they hung up.

Delay Before Answering

Provides information about the service callersreceive.

CC MIS Getting Started Guide (297-2671-175)
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Table 1; Sandard

Table 2: Sandard

report formats

Standard Format

Explanation

LOB Code by ACD Group

Identifiescall processing timefor each LOB code. Breaks down
information to show which ACD group received the calls asso-
ciated with the LOB code.

LOB Code by Agent

Identifies call processing timefor each LOB code. Breaks down
information to show the LOB codes associated with specific
agents.

Summarized ACD-DN Call
Analysis

Identifies the ACD-DNs and summarizes the associated call
activity.

Summarized ACD Group Call Provides an overall analysis of an ACD group. Shows how

Analysis calls were handled and maximum and average delays and call
durations.

Summarized ACD Group Per- Identifies groups in the system and summarizes group load per-

formance formance. It shows the actual number of calls each group

answered and the average time it took to handle each call.

Summarized ACD Group Trans-
fer

Identifies the groups and summarizes transfer information for
the groups.

Subgroup by Agent
Performance

Provides supervisors with performance information for their
agents.

Walkaway Code by ACD Group

Identifies the reason for and the total time spent in walkaway
state by an agent in a specific ACD group.

Walkaway Code by Agent ID

Identifies the reason for and the total time spent in walkaway
state by an agent.

graphical reports

Standard Format

Explanation

ACD Group Calls Abandoned
Graphic

For each ACD Group, shows how many calls were abandoned
before and after receiving a recorded announcement.

ACD Group Calls Answered
Delay Graphic

For each ACD group, shows how many calls were answered
before and after the delay objective. ACD Group Calls
Answered Delay Graphic

ACD-DN Calls Abandoned
Graphic

For each ACD-DN, shows how many calls were abandoned
before and after receiving a recorded announcement.

ACD-DN CallsAnswered Delay
Graphic

For each ACD-DN, shows how many calls were answered
before and after the delay objective.
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I,

Configuration control allows you to view and adjust parameters inside the
ACD switch that relate to operating functions such as traffic control and
staffing. CC MI S providestwo modes of security that allows supervisorsto
have control over accessto Configuration Control screens and system
administration: Privilege Level Definition and Scope Definition.

Networked CC MIS

When the Networking feature is enabled, the Configuration Control screens
contain a Node field and the Insert dialogs allow for Node selection. The
Node field is used to identify the node of the position or group. The node
selection function allows you to select a node, then insert positions or
groups listed under the node sel ected.

Configuration Control

| ntroduction

Note: The APR feature is not available for Network Access Partitions.
Therefore Configuration Control screensthat display the Nodefield will not
display the APR fields.

Accessing configuration control functions

The CC MIS configuration control (load management) functions are access-
ed from the Config pulldown menu. The Config menu is selected on the
CC MIS Main window.

St epS Accessing the Config menu

T Froiie e 1. From the CC MIS Main window, select Config.
Puositions...
i(r;:t;-pDSNs... ’ 2. The Config pulldown menu is displayed.
Metwarking...

- Sl i Select the desired function from the menui.

Wigwy »
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Ad hoc L oad Management screens

Ad hoc Load Management screens are screens you enter to make and exe-
cute immediate Load Management changes. The screens for Positions,
Groups, ACD-DNs, and Networking all follow the same format and have
the same available commands.

Screen functionality

The following terms are used when describing the Configuration Control
screens:

Cell - A cell isarow and column location in the data portion of the screen.

Key field or column - The left-most column of the data portion of the
screen isreferred to as the key field or key column.

Key - The data (or type of data) that is in the left-most cell of any
row.

Null cell - The bottom cell that serves as a place holder to allow new cells
to be inserted. No data can be associated with this cell.

Configuration Control screens are initialy displayed with a cursor posi-
tioned in the upper left corner cell of the data portion of the screen. There
are five types of keys. ACD Groups, Positions, ACD-DNs, Agent IDs, and
ACD Group Pairs.

Insert Dialog Box

The Insert Dialog Box is displayed by selecting the Insert option from the
Edit menu or by pressing the Insert key on your keyboard. Keys and their
associated data are inserted into the screen by means of the Insert Dialog
Box. The contents of the Insert Dialog is dependent on the type of screen
currently displayed. The Insert Dialog Box is shown below.

Insert Position(s) [ x]
Fositions Insert
|11nn j hove -> | 110 =
Insert Hos
dialog 1105
box 1106
1107
1108
1104
1110
11
112
1113
1114
1115 =l =
Fosition Lists Insert
[— =
LI Cancel | LI
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Changing agent position assignments

The Config / Positions option allows you to view or change the supervisor
and ACD group assignments of specified agent-positions. The changes
made in this option alter Table KSETFEAT.

Note: Asterisks(***) appearing inafield of aConfiguration Control screen
indicates that the area can only be changed on the DMS-ACD switch.

Change Positions Assignments screen is shown below.

£ Configuration Control - Positions [_ (O] ]
File Edit Preferences ‘iew Help

of| x| &5 2|

This is a read anly key field: key = Position 1D, If any Position IDs or lists of IDs are defined. B
they are selectable from the menu accessed wvia the "lnsen" key or under the main "Edit" menu.ﬂ

Change
position
assignment
screen

Show Changes

The default setting for this box is checked. This setting (indicated

by an checkmark) allows the user to see the changes made to any of the
fields on the screen. When the check indication is removed, the screen dis-
playsthe original dataon the screen. (Changes made are still available even
though they are not displayed on the screen.) Click on the box (check it) to
display the changes.

Position Assignments screen fields
Position- Identifies an existing agent position ID. Use the Edit/Insert op-
tion to insert positions. (Positions are up to 4 digitsin length.)

Node - Identifies the node on which the group resides in the network. This
field is display only when the Networking feature is enabled.

ACD Group - Identifies the new ACD group to which the agent is to be as-
signed. Valid entries are the primary DN of an ACD group or ACD group
name.
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Subgroup - Identifies the subgroup identified by supervisor ID to which the
agent isto be assigned.

APR Subgroup - ldentifies the Automatic Position Reassignment (APR)
subgroup of the current agent. Thisfield isdisplayed only if the current sub-
group doesn't match the APR subgroup and APR is enabled in Customer
Options. (Thisfield is displayed only if the APR feature has been enabled
and you are not logged into a Network Access Partition.)

Current Agent - Displays the agent’s ID and Name currently logged in to
that position. No input is accepted.

Moving an active position to a new group
Moving an active position to a new group will result in:

1. Thereal-time statistics will immediately reflect the agent's activity in the
new group.

2. Call completion counts and durations will be pegged against the new
group. LOB statistics will be pegged to the group/supervisor. (This may
result in an undefined lob code for the new group.)
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Changing agent set parameters

Using the Config / Groups / Agent Set Parameters option you can change
the multi-stage queue threshold settings, the number of display digits, the
default line of business (LOB) code and the ACD group wrap-up time for
agent sets. Changes made alter Table ACDGRP.

The Agent Set Parameters screen is shown below

& Configuration Control - Agent Set Parameters _[O] ]
File Edit Preferences “iew Help
se| x| [ 2]

This is & read only key field; key = ACD Group. [f any ACD Groups o lists of groups are =]

defined, they are selectable from the menu accessed wia the "Inser" key or under the main |

Agent set
parameter
screen

Note: An asterisk (***) appearing in a field of a Configuration Control
screen indicates that the field can only be changed at the DMS-ACD switch.

Agent Set Parameters screen fields

ACD Group -Identifies the name or DN number of an existing ACD group.
Accepts as input (using Edit/Insert) any existing ACD group name, ACD
group list name, or ACD group by its primary DN.

Node - Identifies the node on which the group resides in the network. This
field is display only when the Networking feature is enabled.

Multi-Stage Queue Threshold Type - Identifies whether the Multi-Stage
Queue ranges are associated with call queue size or call wait time. Thevalid
values are QSize or WTime.

Multi-Stage Queue Threshold - Identifies three threshold values represent-
ing indicators on agent sets. Each threshold depends on the threshold type
(either wait time or queue size).

Display Digits- Thisfield specifies the number of digits displayed to agents
in the ACD group. The rangeis 0-10 and is selectable from a menu.
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Default LOB - LOB meansline-of-business code for the ACD group. A val-
id range is 0-999.

Wkrap-Up Time - The group wrap-up time defines the default amount of time
an agent is unavailable following the handling of an ACD call. (Thisiscon-
sidered as agent not-ready time and is pegged as variable wrapup time and
shown as VARWRAP on Agent Status screen). A valid rangeis 1-600 sec-
onds.

Note: Agent wrap-up time will override the default wrapup time if it is
datafilled in the ACD Table ACDLOGIN or ACDENLOG.
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Configuration Control

Changing queue size parameters of an ACD group

Queue
size
screen

The Config/ Groups/ Queue Sizes option letsyou view or change the queue
size parameters of specified ACD groups. Changing fieldsin this option
atersthe Table ACDGRP.

Note: If you are running under BCS35 protocol, the MAXCQLMT and
MAXVQLMT options must be datafilled on the switch in order to change
gueue sizes. If either of these are not datafilled, you will get the error
message," Max Call Queue threshold value exceeds limit" or " Max Virtual
Call Queue threshold value exceeds limit", respectively.

The Queue Sizes screen is shown below.

£ Configuration Control - Queue Sizes =] E3
File Edit Preferences Yiew Help
g8 x| [ 2|

This is & read only key field; key = ACD Group. If any ACD Groups or lists of groups are =]

defined, they are selectable fram the menu accessed wia the "Insert" key or under the main ~|

li"ﬂ axirnurm 4' Prio rIT‘
Wia Incoming *ramotion

Note: An asterisk (***) appearing in a field of a Configuration Control
screen indicates that the field can be changed only at the DMS-ACD switch.

Queue Size screen fields

ACD Group - Identifiesthe name or DN number of an existing ACD group.
Accepts as input any existing ACD group name, or ACD Group list name.
Primary ACD-DNs may also be entered.

Node - Identifies the node on which the group resides in the network. This
field is display only when the Networking feature is enabled.

Maximum Calls - Identifies the maximum number of calls that can be
gueued in this ACD group’sincoming call queue at any one time. Accepts
asinput any number from 0to 511 inclusive. A zero value meansthat this
ACD group does not have call queuing, but will route to the table specified
in either the Threshold Route or Overflow Targets fields in the Overflow
Targets screen.
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Maximum Wait Time - Identifies the maximum number of secondsthat acall
can be held in the incoming call queue before being answered by an agent.
Accepts as input any number from 0 to 1800 seconds.

Maximum Incoming Overflow - Identifies the maximum number of logical
callsthat can be queued. Accepts as input any number from 0 to 511 inclu-
sive.

Maximum Transfer - Identifies the maximum number of calls that can be
transferred to agentsin this ACD group. Accepts asinput any number from
Oto42inclusive.

Note: The Call Transfer Queue Size is dependent on the maximum call
gueue size for your group. Normally, the rangeis 0 to 42, but if the maxi-
mum call queue sizeis set to less than 42, you cannot exceed that value.

Priority Promotion Timer - Identifies the maximum amount of time an un-
answered call can remain in a particular priority queue. When the call ex-
ceeds thistimer value, then it is promoted to the next higher priority queue.
Accepts as input any number from 0 to 255 inclusive. A zero value means
that priority promotion time out does not apply.
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Changing time overflow parameters of an ACD group

The Config/ Groups/ Time Overflow option allowsyou view or change the
time overflow parameters of specified ACD groups. This option alters the
Table ACDGRP.

The Time Overflow Parameters screen is shown below.

& Configuration Control - Time Overflow Parameters (O] x]
File Edit Preferences Yiew Help

88 | [ 2|

This is a read anly key field; key = ACD Group. If any ACD Groups ar lists of groups are
defined, they are selectable fram the menu accessed via the "Insert" key ar under the main

L« [

Time
overflow
parameters
screen
Immediate  ——Time Delay
Threshold ime

Note: An asterisk (***) appearing in a field of a Configuration Control
screen indicates that the field can be changed only at the DMS-ACD switch.

Time Overflow screen fidds

The Time Overflow screen contains the following fields:

ACD Group - Identifies the name or DN number of an existing ACD group.
Accepts as input any existing ACD group name, or ACD group list name.
Primary ACD-DNs can be used.

Node - Identifies the node on which the group resides in the network. This
field is display only when the Networking feature is enabled.

Priority O Only - Identifiesthat only priority O calls have time delay over-
flow. Accepts asinput either yesor no. If no, then al calls have time delay
overflow.

Immediate Timer - Identifies that timing for time delay overflow starts as
soon as calls are received. Accepts as input either yes or no.
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Time Delay Threshold- Identifies the time delay overflow threshold that is
applied to either all callsor priority O callsonly. Acceptsasinput 0 to 1800
inclusive.

Service Order - Identifies the order in which the call queues are serviced.
Accepts as values:

0 = Outflow calls, then inflow calls, then calls queued within
priority

1 = Outflow calls, then priority O calls, then inflow calls,
then other calls queued within priority

2 = Oldest call of either the physical or logical queue
Time Delay Time - ldentifies the amount of time in seconds a time delay
overflowed call remains in queue before being rerouted to the Time Delay

Threshold Route. Accepts asinput O to 1800.

Threshold Route - Identifies the route used for rerouting time delay over-
flow calls. Accepts asinput Table OFRT or IBNRTE and 0 to 1023.
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Changing the overflow targetsfor an ACD group

The Config / Groups/ Overflow Targets option allows you view or change
the overflow targets of specified ACD groups. The changes madein thisop-
tion alters Table ACDGRP.

The Overflow Targets screen is shown below.

& Configuration Control - Overflow Targets (O] x|
File Edit Preferences  Wiew Help
Pl xl il
This is a read anly key field; key = ACD Group. If any ACD Groups or lists of groups are defined, they are selectable fram 2l
the menu accessed viathe "Insen key orunder the main "Edit" menu. Selected rows can be "Delated" similarly. =

Overflow

targets ._ o
screen ¥ Target1 Target 2 Target 3 Targetd

Overflow Targets screen fields

ACD Group - Identifies the name or DN number of an existing ACD group.
Accepts as input any existing ACD group name, or ACD group list name.
Primary ACD-DNs can be used.

Node - Identifies the node on which the group resides in the network. This
field is display only when the Networking feature is enabled.

Overflow Targets - Identifies up to four targets to enhance overflow. Ac-
cepts the primary DN of an ACD group or agroup hame as input.

Threshold Route - Identifies the route used for rerouting time delay over-
flow calls.
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Changing recorded announcements parameters- ACD group

The Config/ Groups/ Recorded Announcements option allows you view or
change parameters for the recorded announcements (RAN) of specified
ACD groups. The changes made in this option alters the Tables ACDGRP
and AUDIO.

Recorded Announcements screen is shown below.

& Configuration Control - Recorded Announcements IS[= B3
File Edit Preferences Yiew Help
80| [ 2]

This is & read only key field; key = ACD Group. If ary ACD Groups or lists of groups are defined., they are =]
selectakle from the menu accessed via the "Insent" key or under the main "Edit" menu. Selected rows can |

Recorded
announcements
screen Node Threshold

Recorded Announcements screen fields

ACD Group - Identifiesthe name or DN number of an existing ACD group.
Accepts as input any existing ACD group name or ACD group list name
using the Edit / Insert option. Primary ACD-DNSs can be used.

Node - Identifies the node on which the group resides in the network. This
field is display only when the Networking feature is enabled.

Threshold - Identifies how long the incoming call waitsin queue before re-
ceiving arecorded announcement. If thisvalueisO, then the caller receives
an announcement immediately upon entering the incoming call queue for
this ACD Group and does not receive aring (RINGING field in table ACD
Group = No). Acceptsasinput 0, 6-60.

Audio Group - Identifiesthe audio group, which inturnidentifiesthe choic-
es(MUSIC, SILENCE, ANN, and REPEAT), and the number of timesthese
recorded announcement choices should play to queued calls in this ACD
group. If the existing value in the Audio Group field is O, then the DMS-
ACD does not have a defined audio group for the related ACD group. Ac-
cepts asinput 1-512.

Forced Incoming - Identifies the audio group to be used to give forced in-
coming announcements to new incoming ACD calls. Accepts as input:
1-512.
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Forced Overflow - Identifies the audio group to be used to give forced over-
flow announcements for deflected ACD calls. Accepts asinput 1-512.

Provide Announcements - Specifiesif the ACD group should provide forced
incoming announcements and delay announcements for calls overflowing
into thisgroup. Indicate Y esor No. (This specifies which announcement the
caller will hear: either those from the original group called or from the group
to which the caller is overflowed.)
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Changing special routing parametersfor an ACD group

The Config/ Groups/ Specia Routing option allowsyou view or changethe
night service and control interflow parameters of specified ACD groups.
The changes made in this option alters Table ACDGRP. ACD activates the
night service feature when all agentsin an ACD group have logged off their
set. All callsresiding intheincoming call queue at thistimeremain in queue
(unless call queue clearing ACD feature is active) until the caller discon-
nects, but no new incoming calls are received by this ACD group. The su-
pervisor can activate the night service and controlled interflow features.

The Special Routing screen is shown below.

& Configuration Conirol - Special Routing M= E3
File Edit Preferences View Help
o8| x| [ 2
This is & read anly keyfield: key = ACD Graup. [f any ACD Graups or lists of groups are defined, they are selectable fram the ﬂ
menu accessed via the "Inser” key or under the main "Edit" menu. Selected rows can be "Deleted" similarly. =l
Specia
routing
screen

Fe-Engueue
Titne

Special Routing option screen fields

ACD Group - Identifies the name of an existing ACD group. Acceptsasin-
put any existing ACD group name or ACD group list name using the Edit /
Insert option. Primary ACD-DNSs can be used.

Node - Identifies the node on which the group resides in the network. This
field is display only when the Networking feature is enabled.

Night Service Route - Identifies atable name and an index number to which
this ACD group routes night service calls. Acceptsasinput either OFRT or
IBNRTE and an existing index number.

Night Service Group - Identifies the Audio Group is used to provide a night
service announcement to callers prior to rerouting the call to the night ser-
vice route. Accepts asinput 1-512.

Controlled Interflow Route - Identifies the route the callswill take when the
supervisor has put the group into controlled interflow mode. Valuesfor this
field are tables OFRT and IBNRTE and index ranges 0-1023.
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Re-Enqueue Time - The maximum amount of time in seconds are-enqueued
call remains queued before being re-routed to the re-enqueue route (Range:
0-1800).

Re-Enqueue Route - Thisisthe re-enqueue route that consists of table (Val-
ues. "OFRT", "IBNRTE") and index (Range: 0 - 1023).

Re-Enqueue Audio Table - Audio group used to provide re-enqueue an-
nouncement to callers prior to re-routing the call to the re-enqueue route
(Range: 1-512).
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Changing network parametersfor an ACD group

The Config / Groups/ Network Parameters option allows you change vari-
ous parametersthat are used in networking ACD groups (NACD) together.
The changes made in this option alters Table NACDGRP.

The Network parameters screen is shown below.

& Configuration Control - Network Parameters _[O] %]
File Edit Preferences Yiew Help
8| x| [ 2]

This is & read only key field; key = ACD Group. If any ACD Groups or lists of groups are defined, they are B
selectable from the menu accessed viathe "Insert” key ar under the main "Edit" menu. Selected rows can |

Network
parameters
screen

Note: Anasterisk (*) appearing in afield of a Configuration Control screen
indicates that the field can be changed only at the DMS-ACD switch.

Networ k Parameter s option screen fields
ACD Group - Thisfield identifies the name or number of the ACD Group.
Primary ACD-DNs can be displayed in thisfield.

Node - Identifies the node on which the group resides in the network. This
field is display only when the Networking feature is enabled.

Call Threshold - This field can change the queue threshold with a range of
0-511.

Wait Threshold - Thisfield can change the maximum wait threshold with a
range of 0-1800.

Preference Weighting Factor - This field shows the group preference
weight factor with arange of 0-32767.

Most Idle Agent - Thisis the factor used in calculating the Resource Index
for the group with a range of 0-600.
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Num Idle Agent - Thisisthe factor used in calculating the Resource Index
for the group with arange of 0-255.

Service Rate - Thisis the average service rate (call handling time) for the
group with arange of 0-600.

Consider Source - This field specifies whether the source group should be
considered when determining the best target group for time overflow calls.
The values are Yes or No.
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Changing ACD-DN assignments and priorities

The Config / ACD-DNs option allows you change trunk priorities for spec-
ified ACD-DNSs, the line priorities of primary DNSs, the group assignments
of supplementary DNs and the name of the ACD-DN. The changes made
in this option alters the Tables DNROUTE and DNATTRS.

The Change ACD-DNs Assignments and Priorities screen is shown below.

B Configuration Control - ACD-DNs _ O] x|
FEile Edit Ereferences Miew Help
¢ x| &' 2
This is & read anly key field; key = ACD-DN. If any ACD-DNs or lists of DMNs are defined, they are selectable from the 2]
menu accessed viathe "lnsen” key orunder the main "Edit" menu. Selected rows can be "Deleted" similarly. |

ACD-DN cok e
assi gnm ents - runk. F=-ri|.[.lu
and priorities o c
screen

ACD-DNs screen fields

ACD-DN - Identifies the existing ACD-DN number. Accepts as input any
existing ACD-DN number or ACD-DN list name using the Edit / Insert
option.

Node - Identifies the node on which the group resides in the network. This
field is display only when the Networking feature is enabled.

DN Type- Identifiesthe DN asaprimary or supplementary DN. Each ACD
group receives calls from up to 17 ACD-DNs. Within each ACD group
thereisone primary and up to 16 supplementary ACD-DNSs. Thisfield does
not accept input.

Trunk Priority - Identifiesthe priority for ACD calls coming in over trunks.
Acceptsasinput 0 to 3 inclusive, where 0 isthe highest priority and 3 isthe
lowest priority.

Line Priority - Identifies the priority for ACD calls coming in over lines or
for ACD calls originated from within the same switch. Acceptsasinput O to
3inclusive, where 0 is the highest priority and 3 is the lowest priority. The
field isleft blank and is not accessible if the DN type is Supplementary.
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ACD Group - Identifies the name or number of an existing ACD group that

processes callsfor thisACD DN. Acceptsasinput any existing ACD group
name or ACD Primary DN.

Name - Identifies the name of the ACD-DN. Accepts input as 15 character
or less. Thisname is not used by CC MIS.
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Changing network targets

The Config / Networking option allows you set the Preference Weight Fac-
tor for networked ACD groups. (You can aso set the Resource Index for
networked groups on non-DM S switches.) The changes made in this option
aters TablesNACDGRP and REMNACD.

The Network Targets screen is shown below.

E Configuration Control - Network Targets - [O] %]
File Edit Preferences ‘“iew Help

X[ 2]

This is a read only key field; key = ACD Group Pair. If any ACD Group Pairs are defined, they are Al
selectable from the menu accessed viathe "lnsert" key or under the main "Edit" rmenu. Selected ~

Network
targets
screen

Network Targets option screen fields

Source/Destination ACD Group Pair - This field identifies the destination
ACD groups that are network targets of the source ACD group. There can
be atotal of 48 destination groups per source ACD group.

Node - Identifies the node on which the group resides in the network. This
field is display only when the Networking feature is enabled.

Preference Weighting Factor - This field allows you to change the Prefer-
ence Weight Factor for the source/ destination ACD group pair. Therange
of thisfield is 0-32767.

Resource Index Value - This is the current Resource Index for the destina-
tion ACD group. (Thisisadisplay only field.)
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Using Configuration Control efficiently

Configuration Control has several features that allow you to use configura-
tion control efficiently. These features are:

» defining change orders rather than ad hoc requests
* defining lists
* viewing the transaction log

Y ou define change orders to:

- schedule the changes
- initiate severa changes on one schedule
- define changes you use frequently

When you define a change order, you group a set of Configuration Control
changes together and reference them by the change order name. Y ou have
the option to either execute these change ordersimmediately or schedulethe
changesfor execution at either alater date and timeor at recurring intervals.

Note: CC MIS allows you to save multiple change orders with the same
name. If you are modifying an existing change order, use the Overwrite an
existing change order command to prevent the system from saving different
change orders with the same name.

The Change Orders screen is shown below.

& Configuration Control - Change Orders =] E3
Eile Edit Preferences Yiew Language Help

O || 2| 8] s8] [ [English =] 2|

Change Order Narme Configuration Area,

Change
orders Thiz is aread only key field; key = Pasition ID. If any Position IDs or lists of IDs are defined, they are =]
screen selectahle from the menu accessed via the "Inser” key or under the main "Edit" menu. Selected rows =l

Fosition MNode Subgroup
gizl

Use the View / Transaction Log and View / Execution Queue options to
monitor the status of your changes.

Note: You must have System Administrator abilities (access to Admin) to
schedule the change order.
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Provide a change order name and in the Configuration Area, select the de-
sired area from the pulldown menu where changes are to be made.

Configuration Control - Change Orders M= B
File Edit Preferences “iew Help

D|e|e|e| el =] [ 2]

Change Order Narme Configuration Ares

|Specwa\ Fouting j

[JPositions
This is & read only key field; key = ACD Group. | any A [JAgent Set roups are defined, they are selectable fram the J
menu acocessed via the "Insert” key or under the main "B Queus Sizes rows can be "Deleted" similarly, |
[Time Craetflow

[Qoverlow Targets

Use the Edit / Insert command to view the desired values.

After the insert action has been completed, you can select the field to be
modified and enter the new value.

Configuration Control - Change Orders 19[=] B3
File Edit Preferences ‘iew Help

D|=|@|@) x| [ 2|

Change Order Name Configuration Area

Special Routing j

Enter the night service route.

L e

After the desired modifications have been made, you can use the File menu
commands, to Save, Schedule. or Execute your change order.
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Viewing Configuration Control database tables
Y ou can view the data tables through the Config/View or View menus.

Configuration Control database tables

Route List - Displays the route list for all ACD Groups in the current con-
figuration. After the initial screen displays, you can use the page-up and
page-down keys or scroll bar to scroll through the table.

Audio List - Displays the audio list for all ACD Groups in the current con-
figuration. After the initial screen displays, you can use the page-up and
page-down keys or scroll bar to scroll through the table.

OFRT Tables - Selection displays a sub-menu. Menu options are OFRT,
OFR2, OFR3, and OFR4. Selecting one of these options displays all de-
fined entries in that table. After the initial screen displays, you can use the
page-up and page-down keys to scroll through the table.

IBNRTE Tables - Selection displays a sub-menu. Menu options are IBN-
RTE, IBNRT2, IBNRT3, and IBNRT4. Selecting one of these options dis-
plays all defined entries in that table. After the initial screen displays, you
can use the page-up and page-down keys to scroll through the table.

Audio Table - Displays all defined ACD entries in the Audio table. After
theinitial screen displays, you can use the page-up and page-down keys to
scroll through the table.
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